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PREFACE 

A Look  Inside  is  written  for  the  public  to  explain  the 
workings  of  the  Public  Utility  Commission  (PUC).  By  describing 
what  the  Commission  does  and  how  it  operates,  we  hope  to  answer 
many  questions  of  interest  to  the  public. 

A Look  Inside  comes  in  three  parts.  Part  I,  "Guide  to 
PUC",  covers  the  Commission  in  broad  terms  and  describes  its 
functions,  powers,  structure  and  actions.  It  also  generally 
covers  how  consumers  can  file  complaints  about  utility  service 
and  how  the  PUC  sets  rates.  Part  II,  "Consumers  and  the  PUC", 
addresses  PUC  consumer  services,  consumer  protection  regulations 
and  complaint  procedures.  Part  III,  "Rate  Case  Companion", 
covers  utility  rate  increase  procedures,  rate  case  issues,  and 
how  the  public  can  take  part  in  rate  proceedings. 

Each  part  is  a self-contained  handbook  that  can  be  read 
and  used  separately,  depending  upon  the  needs  and  interests  of 
the  reader.  For  convenience,  however,  each  handbook  contains  an 
identical  directory  of  important  PUC  telephone  numbers  and 
addresses.  The  handbooks  also  contain  a Consumer's  Referral 
Guide  which  describes  where  to  go  and  what  to  do  with  problems 
not  within  the  jurisdiction  of  the  PUC. 

Most  people  would  agree  that  the  Public  Utility  Commis- 
sion has  an  important  but  difficult  job  to  perform  that  is  not 
easily  explained  to  the  layperson.  Overall,  A Look  Inside  is  an 
attempt  to  make  the  Commission  more  understandable  and  accessible. 
It  is  written  in  'plain  English' , with  occasional  references  to 
laws  or  PUC  terms  to  assist  in  the  understanding  of  things. 
Also,  examples  are  given  where  this  would  help  the  reader  develop 
a practical  understanding  of  Commission  workings. 


Your  comments  and  suggestions  for  possible  improvements 
are  welcome;  we  encourage  you  to  use  the  questionnaire  in  the 
back  of  these  handbooks  for  this  purpose. 

In  short,  you  may  be  like  many  other  individuals  who 
wish  to  find  out  more  about  how  your  utility  rates  are  set  or  how 
you  can  initiate  and  proceed  with  a complaint  about  your  utility 
service.  You  may  also  wish  to  know  what  happens  at  the  PUC ' s 
Public  Meetings  or  how  to  gain  access  to  Commission  documents. 

If  so,  A Look  Inside  is  definitely  for  you. 


The  Commission 


Linda  C.  Taliaferro,  Chairman 

Michael  Johnson 

James  H.  Cawley 

Frank  Fischl 

William  Shane 


We  gratefully  acknowledge  that  this  hand- 
book was  written  by  Catherine  Sprague 
who  serves  on  the  staff  of  Commissioner 
Cawley.  Our  thanks  as  well  to  the  staff 
of  the  PUC  for  their  ideas,  assistance 
and  efforts  in  producing  the  handbook. 


introduction 


The  Public  Utility  Commission  learned  in  a survey  of 
consumers  that  a majority  of  Pennsylvania  residents  do  not  know 
where  to  turn  for  assistance  when  a problem  occurs  with  their 
utility  service.^  This  was  true  whether  the  problem  was  with 
their  electric,  gas,  telephone,  water,  sewer,  or  transportation 
service . 


THE  COMMISSION  LEARNED,  FOR  EXAMPLE,  THAT: 


a solid  75%  of  consumers  could  not  name  the  PUC  as 
the  agency  that  regulates  (sets  prices  and  service 
standards  for)  utilities  in  Pennsylvania. 

of  the  25%  of  consumers  who  could  name  the  PUC  as 
the  agency  responsible  for  utility  regulation,  35% 
perceived  the  function  of  the  PUC  incorrectly. 

only  1%  of  the  citizens  surveyed  could  name  the 
office  within  the  PUC  which  has  authority  to  re- 
solve most  consumer/utility  disputes.  (The  name 
of  this  office  is  the  PUC  Bureau  of  Consumer 
Services ) 


The  point  is  that,  despite  concern  and  growing  public- 
ity about  utility  rates  and  regulation,  an  overwhelming  majority 


of  ratepayers  are  unclear  about  WHO  regulates  WHICH  utility 
services,  HOW  these  utilities  are  regulated,  and  WHERE  and  WHEN 
to  go  for  help. 


Contributing  to  this  "information  gap"  is  the  presence 
of  constant  change  --  change  in  events  and  circumstances  in  the 
real  world  that  can  alter  the  established  "rules"  of  regulation. 
This  theme  cannot  be  emphasized  enough  in  the  discussion  that 
follows . 


1 Residential  Utility  Consumer  Payment  Problems:  A Study  of 

Customer,  Company  and  PUC  Interactions.  The  Pennsylvania 

State  University,  Community  Development  Program,  University 
Park,  Pa.,  Volumes  I-III,  (1982). 
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similar  to  an  undercurrent  in  a river  that  acts  in- 
visibly, change  can  eliminate  traditional  lines  of  regulation. 
Change  can  modify  the  type  of  regulation  as  well  as  the  extent  of 
regulation.  In  a very  real  sense,  change  adds  further  confusion 
for  consumers  who  become  accustomed  to  existing  patterns  of 
regulation . 


What  does  all  this  mean?  It  means  that  complexity  in 
utility  regulation  is  to  be  expected.  It  cannot  be  ignored. 

But,  it  should  not  frustrate  the  desire  to  understand,  to  become 
more  aware,  and  to  ask  questions. 

You  probably  have  many  questions  that  deserve  answering. 

To  begin  this  discussion,  we  have  prepared  10  questions  that 
consumers  commonly  ask  about  the  Public  Utility  Commission. 

Brief  answers  to  these  questions  are  given  here,  while  the  sub- 
ject matter  is  expanded  upon  in  this  handbook  and  the  ones  that 
follow. 

10  QUESTIONS  ABOUT  THE  PUC 

1.  What  does  the  PUC  regulate? 

The  PUC  regulates  (sets  prices  and  service  standards  for) 
in-state  telephone,  natural  gas,  electric,  water,  sewer,  and 
transportation  service,  covering  approximately  5,000  companies. 

2.  How  often  can  a utility  request  a rate  increase? 

A utility  may  file  for  a change  in  its  rates  whenever  it 
believes  that  it  is  not  earning  enough  money  to  cover  its 
expenses  and  earn  a "fair"  profit  (called  rate  of  return)  on 
its  investment.  But,  there  are  limitations  on  the  frequency 
with  which  a utility  may  request  certain  rate  increases. 

Time  constraints  limit  the  large  companies  to  filing  only 
one  "general"  rate  request  in  a year's  time.  These  are 
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requests  that  affect  more  than  5%  of  a company's  customers 
and  involve  more  than  3%  of  its  gross  in-state  operating 
revenues . 


3.  Do  proposed  rates  become  effective  immediately? 

The  rate  request  procedure  can  vary;  but  deadlines  exist 
under  the  law  by  which  time  the  PUC  must  act  on  any  change 
in  rates.  For  many  large  rate  filings,  it  takes  a minimum 
of  60  days  and  a maximum  of  9 months  from  the  date  that  the 
company  makes  its  request.  During  this  investigation  phase, 
the  utility  company's  expenses  and  claim  for  needed  revenue 
increases  are  examined  by  the  PUC. 

4.  How  much  profit  can  utilities  make? 

The  "allowed"  level  of  profit  for  each  company  is  a maximum 
amount  that  is  determined  by  the  PUC  on  a company-by-company 
basis.  It  is  arrived  at  mainly  by  examination  of  the  com- 
pany's financial  records,  and  if  hearings  are  held,  testi- 
mony submitted  by  parties.  No  utility  is  guaranteed  a 
certain  profit,  only  the  opportunity  to  earn  that  amount. 

The  "achieved"  level  of  profit  (what  the  company  ends  up 
making)  is  usually  less  than  the  PUC  "allowed"  amount. 

5.  How  do  consumers  participate  in  rate  requests? 

Consumer  testimony  can  occur  through  three  channels:  (1)  pub- 
lic input  hearings;  (2)  formal  complaints;  and  (3)  the 
intervention  of  the  Office  of  Consumer  Advocate.  The  testi- 
mony of  consumers  who  are  sworn  in  at  public  input  hearings 
or  who  file  formal  complaints  becomes  a part  of  "the  record". 
In  this  way,  it  can  contribute  to  the  final  action  taken  on 
the  request  of  the  utility  company  by  the  PUC.  Also, 
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relevant  points  raised  by  consumers  in  unsworn  statements  at 
public  input  hearings  may  get  into  the  record  through  presen- 
tations by  the  PUC  Trial  Staff  or  the  Office  of  Consumer 
Advocate  (OCA).  OCA  is  an  agency  independent  of  the  PUC 
which  was  created  to  represent  the  interests  of  consumers 
before  the  PUC. 

6.  Who  decides  the  amount  a utility  receives? 

The  PUC  Commissioners  determine  how  much  money  the  company 
receives,  except  where  a higher  court  changes  the  final 
decision.  The  vote  by  the  Commissioners  is  on  an  amount 
arrived  at  through  a PUC  investigation.  In  cases  that  go  to 
hearings,  a "polling"  of  Commissioners  is  taken  on  specific 
issues,  prior  to  a vote  on  the  total  amount  allowed  to  a 
company . 


7.  Can  the  PUC  order  refunds  to  consumers? 

The  PUC  has  the  authority  to  order  utility  companies  to 
refund  or  credit  bills  where  an  overcharge  to  the  consumer 
has  occurred.  Also,  the  PUC  can  order  a reduction  in 
existing  rates  when  these  rates  are  deemed  to  be  excessive. 

8.  How  do  consumers  file  complaints? 

Consumers  may  contact  the  PUC  by  phone  or  letter  to  file  an 
informal  complaint.  The  PUC  Bureau  of  Consumer  Services 
assists  consumers  in  resolving  most  types  of  complaints 
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about  utility  service.  A formal  complaint  procedure  is  also 
available,  which  is  a legal  proceeding  in  which  hearings  may 
be  held.  No  fees  are  charged  by  the  PUC  to  file  an  informal 
or  formal  complaint. 

9.  Is  there  a toll-free  number  to  reach  the  PUC? 

A state  wide  toll-free  number  is  in  place  for  consumers  who 
receive  a termination  notice  from  their  utility  company  for 
nonpayment  of  utility  service  (electric,  gas,  water,  steam 
heat,  and  sewage).  The  number  appears  on  termination  notices 
sent  by  the  utility  company.  (The  toll-free  number  is 
listed  in  Appendix  A in  the  back  of  this  handbook. ) 

10.  Who  oversees  the  PUC? 

The  Pennsylvania  State  Legislature  oversees  the  Public 
Utility  Commission.  Legislative  oversight  takes  two  forms: 
(1)  House  and  Senate  committees  which  review  proposed  legis- 
lation amending  the  Public  Utility  Code  (the  main  body  of 
utility  law)  and  rules  and  regulations  proposed  by  the  PUC 
(these  are  also  reviewed  by  the  Independent  Regulatory 
Review  Commission);  (2)  the  budget  process,  whereby  the 
Governor  submits  a proposed  budget  for  the  Commission  to  the 
Legislature  for  consideration  and  approval.  The  House  and 
Senate  Appropriation  Committees  review  the  proposed  budget 
in  public  hearings  before  a vote  is  taken  by  the  entire 
Legislature  on  the  final  amount. 

Finally,  the  courts  also  "oversee"  the  PUC  since  decisions 
of  the  Commission  may  be  appealed  to  the  Commonwealth  Court 
of  Pennsylvania  and  to  the  Supreme  Court  of  Pennsylvania. 


CHAPTER  1 


WHAT  THE  PUBLIC  UTILITY  COMMISSION  IS 


Suppose  you  were  to  move  within  the  state  from  Erie, 
Pennsylvania  to  Harrisburg.  When  you  arrive  at  your  new  home, 
you  turn  on  the  lights  and  adjust  the  gas  furnace.  While  the 
moving  company  unloads  your  household  goods,  you  notice  that  your 
water  has  not  been  connected.  You  place  a telephone  call  to  the 
water  company  to  discuss  arrangements  for  connection.  You  learn 
you  will  be  required  to  pay  a deposit.  You  take  a taxicab  to  the 
business  office  of  the  water  company  and  pay  the  required  deposit. 

Are  you  aware  that  it  is  highly  likely  the  PUC  has 
played  an  important  role  in  how  all  these  services  are  provided? 

If  you  had  to  say  one  thing  that  makes  the  companies 
which  the  PUC  regulates  different  from  most  others  that  you  do 
business  with,  it  would  be  this:  their  prices,  territories,  and 
standards  of  service  are  set  by  law  or  government  regulation. 


Many  of  the  companies  regulated  by  the  PUC  are  con- 
sidered to  be  MONOPOLIES.*  In  simple  terms,  a monopoly  does  not 


Words  followed  by  * are  explained  in  the  Glossary  in  Appendix  D. 
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compete  with  other  companies  to  provide  its  service.  It  is  given 
the  sole  right  by  the  PUC  to  provide  service  within  a certain 
geographic  area.  The  electric,  natural  gas,  local  telephone, 
water  and  sewer  companies  which  are  regulated  by  the  PUC  are,  for 
the  most  part,  monopolies. 

Utilities  are  granted  monopoly  status  for  a number  of 
reasons.  The  major  reason  is  that  experience  and  history  have 
shown  that  it  is  extremely  costly  to  have  several  companies 
providing  the  same  utility  service  in  the  same  area.  In  exchange 
for  this  geographic  monopoly  granted  to  it  by  the  PUC,  the  company 
accepts  regulation  of  its  rates  and  service.  The  objective  of 
this  regulation  is  to  determine  fair  prices  and  adequate  service 
for  consumers  who  cannot  choose  a different  company. 

But  not  all  of  the  companies  which  the  PUC  regulates 
are  monopolies.  Transportation-related  companies,  such  as  taxis, 
may  be  allowed  to  compete  with  one  another.  Also,  regulated 
electric  and  gas  utilities  compete  with  unregulated  fuel  oil 
providers  for  heating  customers.  Some  utilities  that  have  been 
traditionally  regulated  as  monopolies  are  now  becoming  competi- 
tive. Many  telephone  services  formerly  offered  by  only  one  com- 
pany, for  example,  have  been  opened  up  to  other  companies.  Long 
distance  calling  is  an  example  of  this. 

All  of  these  facts  and  changing  circumstances  contrib- 
ute to  increasing  regulatory  complexity  for  the  PUC.  Similar  to 
a kaleidoscope  that  changes  in  its  patterns  and  colors,  the  PUC 
must  be  adaptive  and  flexible. 

So,  you  might  ask, 

“What  is  the  Public  Utility  Commission?” 
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FUNCTIONS 


The  Public  Utility  Commission  is  the  state  government 
agency  which  sets  rates  that  are  charged  to  consumers  for  elec- 
tric, natural  gas,  telephone,  water,  sewer,  and  various  transpor- 
tation services.  Setting  rates  involves  a procedure  that  can 
take  a minimum  of  60  days  and  a maximum  of  9 months,  except  in 
certain  unusual  circumstances  (primarily  in  the  case  of  very 
small  gas  and  water  companies).  Other  time  frames  may  be  appli- 
cable. This  largely  depends  upon  the  type  and  size  of  the  rate 
filing  by  the  utility.  Determining  rates  for  utility  services  is 
the  most  well  publicized  and  well  known  function  of  the  PUC. 


However,  the  Commission  has  many  other  responsibilities 
in  addition  to  setting  rates.  Some  of  its  responsibilities  that 
affect  consumers  are: 


to  assure  reliable  and  adequate  service  to  all 
customers.  Many  different  regulations  adopted  by 
the  PUC  mandate  that  utilities  live  up  to  certain 
standards  of  service.  Some  of  the  regulations  set 
standards  for  voltage  levels  for  electric  service, 
BTU  content  of  gas,  pressures  for  water  and  gas, 
and  so  on.  The  PUC  can  investigate  and  resolve 
service  problems  that  indicate  substandard  or 
inadequate  service  to  the  public. 
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AND.... 


to  assure  safe  service  to  all  customers.  Utilities 
must  report  accidents  to  the  Commission,  which 
inspects  utility  facilities  to  determine  their 
safety.  Natural  gas  explosions,  train  collisions 
with  motor  vehicles  at  railroad  crossings,  and 
unsafe  buses,  taxis  and  trucks  all  are  within  PUC 
jurisdiction. 


In  fact,  a utility  which  provides  inadequate  or  unsafe 
service  is  in  violation  of  the  PUBLIC  UTILITY  CODE.* 


THE  PUC  ALSO: 


protects  consumers  against  inaccurate  metering, 
billing  and  illegal  terminations  of  service.  It 
also  resolves  consumer  complaints  through  a 
special  Consumer  Services  Bureau.  The  Commission 
requires  utilities  to  follow  special  procedures 
for  terminations,  rules  about  deposits  and  esti- 
mated bills,  and  rules  for  how  utilities  are  to 
handle  disputes  with  their  customers. 


AND 


• • • • 


the  PUC  conducts  AUDITS*  of  utilities.  Through 
the  Bureau  of  Audits,  the  PUC  investigates  the 
accuracy  of  fuel  charges  in  utility  prices  charged 
to  consumers.  Audits  also  include  investigations 
into  company-owned  equipment  and  facilities  to 
determine  their  actual  need  and  use.  Recent 
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audits  have  included  a study  of  utility  management 
practices  and  efficiency.  The  PUC,  upon  investi- 
gation, may  determine  that  ratepayers  should  not 
be  charged  for  certain  company  expenditures  or  for 
utility  management  policies  and  practices  found  to 
be  unreasonable  or  imprudent.  In  that  instance, 
rates  paid  by  consumers  will  not  include  such 
expenses . 


THE 


supervises  accounting  practices  of  utility  com- 
panies. In  this  way  utility  costs  which  are 
claimed  by  a company  in  seeking  a rate  increase 
can  be  analyzed  more  accurately. 

AND.... 


the  PUC  develops  energy  forecasts  and  conservation 
guidelines.  Requirements  include  insulation 
levels  in  new  homes  prior  to  connection  of  electric, 
gas  and  steam  heat  service. 

AND.... 


the  PUC  approves  the  sale  or  merger  of  companies, 
the  curtailment  or  actual  abandonment  of  service, 
as  well  as  the  issuance  of  company  bonds,  stock, 
and  other  financial  proposals. 
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Finally,  the  PUC  ensures  utility  compliance  with 
numerous  rules  and  regulations,  and  the  Public 
Utility  Code,  the  "touchstone"  of  Pennsylvania 
utility  regulation.  The  Commission  has  the  power 
to  fine  utilities  and  to  remove  a company's  CERTI- 
FICATE OF  PUBLIC  CONVENIENCE*  (a  company’s  "license" 
to  do  business  and  serve  customers),  if  the  Commis- 
sion determines  that  this  action  is  in  the  public 
interest . 


WHAT  THE  PUC  REGULATES 


As  mentioned  at  the  outset  of  this  discussion,  the 
Public  Utility  Commission  regulates  many  different  utilities  and 
services.  In  actuality,  the  Commission  supervises  and  regulates 
an  enormous  number  of  companies--approximately  5,000  in  all. 
This  includes:  electric,  natural  gas,  telephone,  water,  sewage 
collection  and  disposal,  and  steam  heat  companies;  the  transpor- 
tation of  passengers  and  property  by  train,  bus,  truck,  taxicab, 
aircraft  (to  a limited  extent),  and  ferry;  and  the  pipeline 
transmission  of  natural  gas  and  oil. 

Some  of  these  companies  are  extremely  large  in  size 
while  others  are  very  small.  For  example.  Bell  Telephone  of 
Pennsylvania  serves  approximately  3.7  million  customers,  while 
the  Otto  Telephone  Company  serves  only  about  450.  In  the  tele- 
phone industry  alone,  there  are  some  52  different  telephone 
companies  throughout  Pennsylvania  which  provide  local  service  to 
consumers.  All  are  PUC  regulated. 

Each  of  these  companies  varies  considerably.  They 
differ  in  the  number  of  customers  served,  the  size  of  their 
territory,  annual  revenues,  company  costs,  and  rates  charged  to 
the  public.  Similar  things  can  be  said  about  the  other  utilities 
which  the  PUC  regulates  --  diversity  in  character  despite  similar 
service . 
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The  chart  on  page  13  shows  the  types  of  companies  that 
are  PUC  regulated  and  the  number  of  companies  providing  each  type 
of  service.  It  shows,  for  example,  that  the  PUC  regulates  751  dif- 
ferent taxicab  companies. 

Finally,  you  need  to  be  aware  of  the  special  circum- 
stances in  which  the  PUC  does  not  exert  its  regulatory  powers. 
These  are  discussed  below. 

WHAT  THE  PUC  DOESN'T  REGULATE 


Interstate  Service 


In  general,  the  PUC  regulates  utility  service  which  is 
provided  within  the  Commonwealth  of  Pennsylvania.  This  is  known 
as  "intrastate"  service.  Service  which  is  transacted  between 
states  generally  falls  within  the  jurisdiction  of  various  federal 
agencies.  This  is  known  as  "interstate"  service. 


Example : If  you  make  a telephone  call  between  Allen- 

town and  Lancaster,  the  charges  you  pay  are  determined  by  the 
PUC.  However,  if  you  call  between  Allentown  and  Los  Angeles,  the 
charges  you  pay  are  determined  by  the  Federal  Communications 
Commission . 


_ iin.itiid 


Municipals  and  Cooperatives 

For  the  most  part,  the  utilities  that  are  regulated  by 
the  PUC  are  PRIVATE,  INVESTOR -OWNED  COMPANIES,*  owned  by  stock- 
holders. These  companies  are  "public"  utilities  in  the  sense 
that  they  are  providing  services  to  the  public  and  are  regulated 
by  a government  (public)  agency.  But  they  are  privately  run 
companies  with  boards  of  directors  which  oversee  company  manage- 
ment decisions. 


12 


Scope  of  PUC  Regulation 

Type  of  Compauiy  Number  of  Companies 


( “Fixed  Utilities” : ) 


Electric 


Natural  Gas 


Telephone 


Water  Municipal 
Private 


17 

61 

52 

79 

355 


Sewer 

Steam  Heat 

Pipeline  Transmission:  Oil  and  Gas 


70 

7 

8 


(Transportation  related  companies: ) 


Common  Carrier  (Trucking  Cos.) 

(available  to  the  public  at  large) 


Railroad 


2,577 


58 


Contract  Carrier  (Trucking  Cos.) 
( arranged  between  parties ) 


475 


Tcucicab 

Bus 

Freight  Forwarder 

Ferry 

Airline 


751 

219 

3 

3 

4 
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There  are  other  private  entities  which  provide  utility 
services  not  subject  to  PUC  regulation.  Cooperatives , such  as 
the  rural  electric  cooperatives,  are  non-profit  corporations 
owned  by  the  customers  they  serve.  They  are  not  subject  to  PUC 
regulation.  However,  the  PUC  resolves  boundary  disputes  between 
rural  electric  cooperatives  and  investor-owned  electric  companies. 

There  are  also  utility  services  provided  and  operated 
by  local  governments,  such  as  municipal  utilities  and  municipal 

authorities . In  general,  the  PUC  does  not  regulate  these  utili- 
ties. For  example,  service  provided  by  a municipal  utility 
within  the  boundaries  of  the  municipality  is  not  PUC  regulated. 
However,  the  PUC  does  set  rates  and  service  standards  for  those 
beyond  the  municipality's  corporate  boundaries.  Municipal  au- 
thorities, as  distinct  from  municipal  utilities,  are  not  PUC 
regulated. 


Wholesale  Service 

Finally,  the  PUC  does  not  regulate  wholesale  trans- 
actions (such  as  electricity  sold  between  two  electric  companies), 
even  though  the  sale  may  take  place  within  the  state  of  Pennsyl- 
vania and  affect  the  eventual  price  to  the  consumer.  The  price 
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regulation  of  wholesale  transactions  is  administered  by  various 
federal  agencies.  This  can  be  important  to  consumers  because  the 
final  price  may  be  determined  more  by  federal  pricing  policies 
than  by  PUC  pricing  policies.  Generally  speaking,  the  PUC  regu- 
lates retail  rates  that  are  charged  to  residential,  commercial 
and  industrial  customers. 

However,  the  PUC  does  investigate  and  exercise  control 
over  "affiliated"  (financially-related)  companies  and  the  prices 
which  they  charge  to  one  another.  For  example,  the  PUC  oversees 
the  sale  of  coal  from  one  company  to  its  owner  company,  the 
utility  company. 

You  will  find  that  there  are  other  exceptions  to  PUC 
regulation.  For  example,  even  though  the  PUC  regulates  investor- 
owned  electric  companies  operating  nuclear  power  plants,  the 
safety  of  the  plant  is  overseen  by  the  federal  Nuclear  Regulatory 
Commission.  A Consumer  Referral  Guide,  located  in  Appendix  C, 
lists  various  agencies  with  jurisdiction  over  these  and  other 
areas . 

MORE  ABOUT  THE  COMMISSION 
STRUCTURE 


The  Commission,  unlike  most  agencies,  operates  and  is 
structured  somewhat  like  a "court"  with  various  administrative 
and  legislative  functions  that  surround  it.  Similar  to  a court, 
the  PUC  takes  testimony,  subpoenas  witnesses  and  records,  fines 
companies  for  violation  of  rules,  and  resolves  disputes  by  issuing 
decisions  and  orders.  The  "court"  is  the  forum  for  many  rate 
cases  and  formal  complaint  proceedings. 

The  PUC  has  been  restructured  several  times  due  to 
changing  circumstances.  Its  functions  have  also  changed  since 
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its  inception  in  1913.  But  when  the  Legislature  investigated  the 
Commission  in  1976,  it  was  finally  reorganized  into  its  present 
day  structure  described  below. 

At  the  head  of  the  Public  Utility  Commission  are  5 Com- 
missioners who  are  appointed  by  the  Governor  for  staggered  10  year 
terms  and  confirmed  by  a two-thirds  majority  vote  of  the  Pennsyl- 
vania Senate.  The  Commissioners  vote  on  all  matters  that  require 
formal  Commission  action  --  most  notably  utility  rate  case  inves- 
tigations, in  which  the  company  seeks  to  alter  its  rates  charged 
to  the  public. 


THE  FIVE  CHAIRS,  shown  above,  are  representative  of  the  five  members  who  make  up  the  PUC.  The  full  time  members  are 
appointed  by  the  Governor  and  confirmed  by  a two-third  vote  of  the  Senate.  Members  are  appointed  for  staggered  10-year  terms, 
and  the  Governor  designates  a chairman. 


But  PUC  Commissioners  may  vote  on  other  matters: 


applications  by  companies,  such  as  trucking  firms 
or  taxis,  to  become  certificated  (i.e.,  to  go  into 
business  and  serve  the  public). 

formal  complaints  filed  by  consumers.  The  com- 
plaint may  be  one  of  a consumer  concerning  alleged 
overbilling  by  the  utility. 

investigations  concerning  a single  company  or  an 
important  issue.  Commissioners,  for  example,  may 
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vote  on  a SHOW  CAUSE*  order,  to  investigate  why  a 
company  should  continue  construction  of  a par- 
ticular power  plant. 

petitions , such  as  from  a group  that  has  not  filed 
a formal  complaint  in  a rate  case  but  wishes  to 
intervene  (actively  participate)  in  the  proceeding. 

regulations , or  rulemaking  proceedings,  where  the 
Commission  establishes  new  rules  to  accomplish  a 
particular  objective  or  conform  to  a new  law. 


A majority  vote  is  required  for  a final  decision  on 
these  matters.  The  end  result  of  most  of  these  Commission  activ- 
ities is  a Commission  ORDER.*  A PUC  Order  is  the  written  document 
issued  at  the  conclusion  of  a formal  proceeding  (whether  it  be  a 
rate  or  complaint  proceeding,  for  example)  which  sets  forth  the 
Commission's  findings  and  conclusions.  It  usually  contains 
explicit  directions  or  instructions  to  the  relevant  parties. 
Orders  are  public  documents  and  as  such  can  be  obtained  by  con- 
sumers through  the  Secretary's  Office  of  the  PUC. 


Serving  the  Commissioners  are  14  different  Bureaus. 
Each  Bureau  performs  a specific  function  and  provides  technical 
and  administrative  support  to  the  Commission.  Addresses,  phone 
numbers,  and  a short  description  of  each  Bureau  can  be  found  in 
Appendix  A.  Appendix  E contains  a diagram  of  the  PUC  structure. 


The  Bureaus  and  Offices  are:  Administrative  Law  Judge; 
Audits;  Conservation,  Economics  and  Energy  Planning;  Consumer 
Services;  Intergovernmental  Affairs;  Law;  Non-Rail  Transportation 
(taxi,  bus,  truck,  etc.);  Operations;  Public  Information;  Rail 
Transportation;  Rates;  Safety  and  Compliance;  Secretary;  and 
Special  Assistants. 
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The  Bureaus  are  staffed  by  accountants,  lawyers,  econo- 
mists, rate  analysts,  consumer  complaint  and  research  specialists, 
safety  inspectors,  engineers  and  others.  Together,  the  PUC 
employee  body  (approximately  600)  performs  a number  of  duties 
which  all  tie  into  regulating  public  utilities.  These  include: 


♦ 


I 

I 


testifying  in  utility  rate  cases  on  behalf  of  the 
public  interest 

examining  company  financial  statements 
examining  and  testing  meter  equipment  of  utilities 


mediating  and  arbitrating  consumer  complaints 
against  utility  companies 

informing  the  public  of  PUC  actions 

representing  and  defending  Commission  decisions  in 
appellate  courts  (courts  of  appeal) 

investigating  accidents  and  enforcing  compliance 
with  safety  matters 
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The  Public  Utility  Commission  also  has  within  its 
structure  several  advisory  boards  to  help  increase  its  respon- 
siveness to  the  public.  The  boards  are  called  the  Consumer 
Advisory  Council  and  the  Utility  Technical  Advisory  Council . 
Their  members  are  chosen  from  the  general  public  and  utilities. 
Representatives  of  the  Consumer  Advisory  Council  are  appointed  by 
the  Governor,  Lieutenant  Governor,  legislators,  and  PUC  Commis- 
sioners . 


The  Commission  is  funded  by  a charge  or  assessment  of 
the  regulated  public  utilities.  Its  budget  is  subject  to  approval 
by  the  Legislature  and  the  Governor.  The  salaries  of  the  PUC 
Commissioners  are  a fixed  amount  set  by  the  Legislature.  The  PUC 
may  assess  utilities  up  to  three-tenths  of  one  percent  of  the 
gross  intrastate  operating  revenues  of  utilities  to  cover  the 
cost  of  regulation.  Utilities  pass  these  costs  on  to  customers 
as  a cost  of  doing  business.  Therefore,-  utility  ratepayers 
really  pay  for  the  Commission's  costs.  In  1984,  the  PUC  budget 
amounted  to  $23,022,000  or  about  $1.50  per  customer. 

The  PUC  has  its  headquarters  and  a regional  office  in 
Harrisburg.  Other  regional  offices  are  located  in  the  cities  of 
Philadelphia,  Pittsburgh,  Scranton,  Altoona,  and  Erie  where 
written  and  telephone  inquiries  or  complaints  are  taken,  acted 
on,  or  sent  to  the  main  office.  A regional  telephone  and  address 
directory,  along  with  a map  of  the  location  of  the  PUC  in  Harris- 
burg, are  contained  in  Appendixes  B and  F. 

REPRESENTING  THE  PUBLIC  INTEREST 


An  important  point  that  is  often  missed  or  frequently 
not  understood  about  the  Commission  is  that  the  Public  Utility 
Commission  strives  to  balance  the  interests  of  many  competing  and 
conflicting  groups.  The  Commission  must  take  into  account  the 
interests  of  the  consumer  (who  wants  low  rates),  as  well  as  the 
utility  company  (which  under  law  is  entitled  to  recover  prudently 
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incurred  expenses  and  earn  a reasonable  profit  on  its  investment), 
and  in  some  instances  the  environment  (which  must  be  maintained). 


The  PUC  does  not  represent  or  protect  the  interests  of 
one  particular  group  over  another.  It  must  represent  the  public 
interest  which  includes  residential,  commercial,  and  industrial 
customers.  The  Commission  is  guided  by  laws  and  court  decisions, 
which  together  prescribe  how  utility  rates  are  to  be  set.  .The 
Courts  may  overturn  or  reverse  a PUC  decision  if  another  party 
should  appeal  a Commission  Order  due  to  improper  interpretation 
of  the  law  or  the  misapplication  of  the  facts  in  a case. 

The  Public  Utility  Code  states:  "Every  rate  made, 

demanded,  or  received ...  shall  be  just  and  reasonable .... " (under- 
lining added).  But  what  is  "just"  and  "reasonable"  to  both  the 
consumer  and  the  utility?  A long  history  of  court  decisions 
provides  some  guidance,  but  does  not  provide  the  magic  number. 

PUBLIC  MEETINGS 

Another  Commission  activity  which  is  not  well  known  are 
the  Public  Sessions  or  Public  Meetings  of  the  PUC.  They  are 
usually  held  on  a weekly  basis.  At  these  meetings,  the  PUC 
Commissioners  vote  on  all  rate  case  filings,  petitions,  fines 
imposed  on  utilities  and  other  official  Commission  business. 

Public  Meetings  are  open  to  the  public  and  press.  The 
minutes,  once  approved,  are  available  to  the  public.  Frequently, 
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Commissioners  will  offer  their  own  motions  that  may  redirect  the 
course  of  a Commission  investigation,  status  of  a complaint,  or 
other  pending  matter. 


Public  Meetings,  required  by  the  Sunshine  Law,  give  the 


public  an  opportunity  to  observe  and  monitor  Commission  business. 
Dozens  (sometimes  hundreds)  of  people  regularly  attend  these 
Public  Meetings  to  observe  the  Commission  in  action.  An  agenda 
of  the  items  of  business,  with  a short  description  of  each  item, 
is  provided  to  the  public.  This  agenda  often  is  50  pages  in 
length  with  200  or  more  items  for  decision.  The  Public  Meeting 
agenda  is  available  to  the  public  at  Public  Meeting  or  can  be 
picked  up  in  the  Secretary's  Office  the  afternoon  preceding 
Public  Meeting.  Requests  for  information  about  items  discussed 
and  voted  upon  at  Public  Meeting  should  be  addressed  to: 


Public  Information 


1/17  ‘^'3<^c73P 


R-408* 


Penn  Fuel  Gas,  Inc. 
Oxford,  Pa. 
TraniporJ|arion  su 


V operating 


••’^ed  supplement 

_ - ^ a ^ 0 
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CHAPTER  2 


HOW  TO  GO  ABOUT  CONTACTING  THE  PUC 

Should  you  need  to  contact  the  Commission  for  any 
reason  whatsoever,  you  should  not  hesitate  to  do  so.  There  are 
several  ways  that  you  can  go  about  this,  depending  upon  your 
request  or  need  for  assistance. 

I FOR  FILING  COMPLAINTS 

Questions : 

"Does  it  really  do  any  good  to  complain  about 
incorrect  utility  bills?,"  or 

"Does  it  really  have  an  impact  if  I call  the  utility 
or  the  PUC  to  complain  about  poor  service?,"  or 

"Does  anyone  at  the  PUC  read  letters  from  consumers 
about  high  rates  or  unsatisfactory  service?" 

The  answer  to  all  these  questions  is  "yes". 

Complaints  filed  with  the  PUC  are  an  important  part  of 
the  Commission's  regulatory  duties.  Complaints  from  the  public 
help  the  Commission  to  monitor  utility  compliance  with  various 
PUC  rules.  They  are  also  sometimes  used  in  rate  cases  to  show 
how  well  or  poorly  a company  is  managed.  Of  course,  complaints 
are  filed  by  consumers  to  obtain  improved  utility  service  or  a 
satisfactory  resolution  to  a particular  problem.  So,  in  the 
event  you  are  experiencing  a problem  with  your  utility  company 
and  the  company  has  not  satisfactorily  resolved  the  problem,  you 
should  utilize  the  PUC ' s complaint  handling  service. 
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Basically,  there  are  two  different  types  of  complaints 


that  consumers  can  file:  Informal  and  Formal . Each  involves  a 
different  procedure.  The  differences  are  significant.  Informal 
complaints  are  generally  handled  by  the  PUC  mediating  (and  in 
certain  instances  arbitrating)  your  complaint.  Formal  complaints 
are  handled  through  a legal  proceeding  in  which  you  (or  an  attorney) 
present  your  complaint  in  a hearing  before  a PUC  Administrative 
Law  Judge. 

A.  Informal  Complaints 


Learn  The  Rules  Exercise  Your  Rights  Call  For  Help 


1.  Disputes  about  Bills,  Credit, 


Terminations  and  Reconnections 


Most  complaints  that  consumers  file  with  the  PUC  have  to 


do  with  billing,  estimated  meter  readings,  deposits,  terminations 
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of  service  and  reconnections.  These  types  of  complaints  are 
handled  by  the  PUC ' s Bureau  of  Consumer  Services  and  entail  a 
3 step  dispute  procedure.  You  may  file  an  informal  complaint  by 
contacting  a Consumer  Service  Representative.  Simply  write, 
telephone,  or  visit  one  of  the  Bureau  of  Consumer  Services' 
regional  offices.  (See  Appendix  B.)  There  is  no  form  required, 
no  fee  to  handle  your  complaint,  and  you  do  not  need  to  hire  a 
lawyer . 

Consumer  Services  Representatives  are  technically 
skilled  to  investigate  and  mediate  consumer  complaints.  They 
have  authority  to  mediate  your  complaint  and  arrange  for  an 
acceptable  resolution.  As  a result  of  filing  a complaint,  you 
may  obtain  a satisfactory  payment  arrangement,  reduced  bill,  or 

some  other  resolution. 


If,  however,  the  proposed  resolution  is  not  acceptable 
to  you  o^  the  utility  company,  a Consumer  Services  Representative 
has  authority  to  make  a binding  decision  as  to  how  your  complaint 
should  be  resolved.  However,  the  decision  can  be  appealed  to  the 
Commissioners  by  either  you  or  the  utility  company.  To  protect 
your  right  of  appeal,  it  must  occur  within  10  days  of  the  date 
appearing  on  the  decision  notice  to  you.  The  appeal  takes  the 
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form  of  a formal  complaint.  (See  page  26  for  information  on 
formal  complaints.) 

2.  Complaints  About  Service  & Rates 

The  Bureau  of  Consumer  Services  also  will  informally 
handle  complaints  about  a company's  service  or  rates.  For  example, 
if  you  believe  that  your  service  is  inadequate  or  that  the  rate 
you  are  being  charged  is  incorrect,  contact  the  Bureau  of  Consumer 
Services . 

3.  Complaints  About  Proposed  Rate  Increases 

If  your  basic  purpose  is  to  inform  the  Commission  of 
your  objections  to  a rate  increase,  you  need  not  file  a formal 
complaint.  A letter  from  you  will  be  considered  by  the  Commis- 
sion as  an  objection  to  the  rate  increase.  Address  your  letter 
to  the  Secretary  of  the  PUC . If,  however,  you  wish  to  intervene 
(actively  be  a party)  in  a rate  case,  you  will  need  to  file  a 
formal  complaint. 

4.  Safety  Complaints 

Complaints  concerning  safety  fall  within  the  jurisdic- 
tion of  the  PUC ' s Bureau  of  Safety  and  Compliance.  If  you  want 
to  report  an  unsafe  condition  regarding  your  gas,  electric, 
telephone,  water,  steam  heat,  sewage  or  transportation  service, 
you  should  contact  the  utility  immediately.  If  the  problem  is 
not  corrected  satisfactorily,  contact  the  Bureau  of  Safety  & 
Compliance.  (See  Telephone  and  Address  Directory  in  Appendix  B 
for  the  correct  telephone  number  to  call) 

5.  Transportation  Complaints 

If  your  complaint  concerns  a rate  or  service  matter 
with  regard  to  a taxicab,  bus  or  moving  company,  contact  the 
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PUC ' s Bureau  of  Safety  and  Compliance.  Your  complaint  will  be 
investigated  to  determine  if  PUC  rules  have  been  violated.  The 
Bureau  will  also  work  towards  resolving  your  complaint. 

B.  Formal  Complaints 

1.  How  To  File  & What  Happens 

When  an  informal  complaint  fails  to  resolve  the  prob- 
lem, a formal  complaint  may  be  the  proper  procedure  to  follow. 
Two  or  more  individuals  or  groups  may  join  in  one  complaint  if 
the  complaint  is  against  the  same  utility  and  involves  similar 
matters . 


But  you  should  be  aware  that  if  you  file  a formal 
complaint,  you  will  begin  a legal  proceeding.  Both  you  and  the 
utility  will  be  required  to  present  facts  on  the  issues  raised  in 
your  complaint  to  a PUC  Administrative  Law  Judge  (ALJ). 


Formal  Complaint  Form 


To  file  a formal  complaint,  you  will  need  to  fill  out  the 
PUC ’ s formal  complaint  form  and  sign  an  affidavit  (a  sworn  state- 
ment). Normally,  your  complaint  will  be  assigned  to  an  ALJ  who 
presides  over  a hearing  at  which  you  and  the  utility  must  attend, 
along  with  any  witnesses.  Sometimes  a telephonic  hearing  (held 
by  means  of  a telephone  conversation)  is  arranged  to  eliminate 
travel  over  long  distances.  The  hearing  is  conducted  according 
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to  certain  rules  which  conform  to  legal  requirements  for  formal 
complaint  proceedings. 


When  you  file  a formal  complaint,  you  must  be  prepared 
to  attend  or  have  an  attorney  appear  on  your  behalf.  YOU  MAY 
REPRESENT  YOURSELF;  but,  as  a rule,  other  parties  (corporations, 
associations,  partnerships,  similar  organizations,  and  all  persons 
who  are  not  representing  themselves)  must  be  represented  by 
attorneys  at  law.  It  is  important  to  understand  that  the  PUC 
does  not  represent  you  when  you  file  a formal  complaint  against  a 
utility  company.  The  PUC  provides  the  forum  for  your  case  to  be 
heard.  It  also  determines  whether  or  not  it  has  jurisdiction 
over  your  complaint,  and  if  so,  the  merit  of  your  complaint  and 
how  it  should  be  resolved. 

To  accomplish  this,  the  Administrative  Law  Judge  makes 
a written  "Initial  Decision"  on  your  complaint  shortly  after  the 
hearing.  A copy  is  sent  to  you,  the  utility  and  the  PUC  Commis- 
sioners. Written  disagreements  called  EXCEPTIONS*  must  be  filed 
with  the  PUC  on  time  by  you  or  the  utility  company,  if  you  or  the 
utility  disagree  with  any  finding  or  conclusion  of  the  ALJ.  The 
ALJ  then  issues  a written  "Ruling  on  Exceptions",  which  explains 
his/her  position  on  all  the  Exceptions  that  were  filed. 
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The  PUC  Commissioners  may  request  to  review  your  com- 
plaint. They  can  elect  (by  majority  vote)  to  modify  the  ALJ's 
Initial  Decision  or  Ruling  on  Exceptions. 

However,  the  Initial  Decision  of  the  ALJ  goes  into 
effect  by  operation  of  law  if  no  exceptions  are  filed  and  if  the 
Commissioners  have  not  elected  to  change  the  ALJ's  Initial  De- 
cision. But,  if  you  are  not  satisfied  with  the  Commission's 
decision,  after  filing  exceptions  or  after  the  Commissioners  have 
changed  a previous  decision,  you  still  have  several  recourses. 
You  may  petition  the  PUC  to  "reconsider"  or  "rehear"  your  com- 
plaint. Ultimately,  you  may  appeal  to  the  COMMONWEALTH  COURT*  of 
Pennsylvania . 


2.  Complaints  Against  Rate  Increases 

A formal  complaint  is  the  correct  procedure  to  follow 
if  you  or  a group  of  consumers  intend  to  actively  take  part  in 
hearings  which  the  Commission  may  hold  when  a utility  files  for  a 
rate  increase.  Normally,  participation  of  this  type  involves 
cross-examination  of  the  company's  witnesses  and  presentation  of 
witnesses  by  you  as  complainant.  This  is  a serious  undertaking 
but  it  should  not  discourage  you  from  filing  your  complaint. 
Part  III,  "Rate  Case  Companion"  covers  this  subject  in  greater 
detail.  


FINAL  TIPS  ON  FORMAL  COMPLAINTS 

1.  When  you  file  a formal  complaint  with  the  PUC,  the 
burden  is  on  you  as  complainant  to  prove  the  facts 
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and  legitimacy  of  the  case.  An  exception  is  where 
you  file  a formal  complaint  to  intervene  in  a rate 
case  where  the  utility  is  proposing  to  increase 
its  rates.  (The  burden  here  is  on  the  utility 
company. ) 


Although  the  PUC  prefers  that  formal  complaints 
about  a utility's  service  and  its  rates  be  filed 
separately  (on  two  separate  complaint  forms),  you 
may  file  just  one  complaint.  On  occasion,  the  PUC 
will  "consolidate"  or  hear  at  the  same  time  separate 
complaints  about  rates  and  service. 


The  PUC  has  no  authority  to  award  you  money  for 
injuries  to  you  or  damage  to  your  property  caused 
by  a utility  company.  If,  for  example,  your 
appliances  sustain  damage  as  a result  of  a power 
surge,  you  must  go  the  courts  to  recover  your 
losses.  However,  you  may  first  have  to  file  a 
complaint  with  the  PUC  to  determine  that  inadequate 
service  in  fact  existed.  (See  the  Consumer  Referral 
Guide,  Appendix  C,  #9,  for  further  information.) 


To  file  a formal  complaint  or  to  obtain  more  informa- 
tion about  the  formal  complaint  procedure. 


Contact : 


Secretary 

Pennsylvania  Public  Utility  Commission 
P.O.  Box  3265 
Harrisburg,  PA  17120 
(717)  787-2395 


Part  II , 
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"Consumers 

a more  detailed  explanation  of  PUC  complaint 


contains 

procedures  for  service  problems  and  consumer  protectio 
regulations 
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II.  FOR  INFORMATION  ON  PUC  PROCEDURES  & 


HOW  TO  ACCESS  PUC  DOCUMENTS 

By  necessity,  the  Commission  has  written  procedures  for 
virtually  every  facet  of  its  operations.  These  require  that 
complaints  and  documents  be  filed  according  to  certain  formats 
and  within  certain  time  limitations.  For  the  most  part,  these 
rules  are  spelled  out  in  the  Commission's  body  of  regulations 
called  TITLE  52.*  The  Commission  also  has  an  extensive  filing  or 
docketing  system  (a  coded  numbering  system)  for  all  formal  pro- 
ceedings and  various  other  matters.  The  DOCKET*  number  is  a 
reference  point  for  directing  questions  or  submitting  information 
on  a particular  PUC  matter. 


In  most  instances.  Commission  documents  such  as  PUC 
Orders,  utility  tariffs  and  rate  case  files  are  available  for 
public  inspection  during  the  PUC ' s business  hours  of  8:00-4:30. 
Also,  documents  can  usually  be  copied  for  a charge  per  page. 
Certain  documents,  however,  are  confidential  and  cannot  be  made 
available  (primarily  to  promote  candor  by  PUC  staff  members  and 
witnesses  in  certain  investigations). 

A copy  of  the  Commission's  "Case/Docket  Numbering 
System"  is  contained  in  Appendix  G.  For  more  information  or 
assistance  about  Commission  documents  and  procedure. 
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Contact : 


Secretary 

Pennsylvania  Public  Utility  Commission 
North  Office  Building 
Room  118 

Harrisburg,  PA  17120 
(717)  787-4095 


II.  FOR  PRESS  RELEASES  ON  PUC  MATTERS 


When  the  Commission  takes  action  on  a rate  increase 
request  or  other  matters,  a release  is  made  to  the  press  to 
inform  the  general  public.  Also,  press  releases  are  issued 
concerning  PUC  public  input  hearings  held  during  rate  case  inves- 
tigations. These  indicate  the  location  of  the  meeting,  time,  and 
nature  of  the  utility  request.  For  more  information, 


Public  Information 
Room  119 

Pennsylvania  Public  Utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 
(717)  787-5722 


among  different 
Judge 


A Public  Utility  Commission  administrative  law  judge  will  hear 
argument  next  Monday  (Dec.  17j  in  a proceeding  aimed  at  determining, 
among  other  things,  how  costs  of  tcleplione  service  should  be  divided 
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CHAPTER  3 


HOW  THE  PUC  HANDLES  RATE  CASES 


utility  rate  cases  entail  a considerable  amount  of  time 
and  extensive  analysis. 


No  matter  what  else  is  said  about  rate  cases,  there  are 
3 important  points  to  bear  in  mind: 


1)  Under  law,  a utility  company  is  entitled  to  receive 
from  ratepayers  sufficient  money  to  pay  for  "prudently"  incurred 
expenses  and  an  opportunity  to  earn  a "fair"  return  on  investment 
(profit)  in  the  facilities  used  to  provide  service  to  ratepayers. 


2)  In  all  instances  where  the  utility  company  is 
seeking  to  change  existing  rates  (usually  by  asking  for  an  in- 
crease), the  burden  of  proof  is  on  the  company  to  show  why  its 
rates  should  be  increased  and  the  legitimacy  of  every  aspect  of 
its  filing. 


Once  the  PUC  has  made  its  finding  as  to  the  amount 
that  should  be  received,  if  any,  the  decision  of  the  PUC  can  be 
appealed  to  the  Commonwealth  Court  (and  possibly  to  the  Supreme 
Court  of  Pennsylvania).  The  Court  may  affirm  (agree),  remand 
(send  the  case  back  for  further  proceedings  and  deliberations), 
or  reverse  (overturn)  the  PUC's  decision. 


Therefore,  for  each  and  every  rate  case,  the  Commission 
attempts  to  follow  and  correctly  interpret  the  Public  Utility 
Code  and  previous  court  decisions  that  may  be  applicable  to  the 
issues.  In  the  end,  the  ratemaking  process  should  provide  the 
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lowest  possible  rates  for  ratepayers  and  still  maintain  financial 
stability  for  the  utility. 


PROCEDURE 


In  general,  when  a utility  company  files  for  a rate 
increase,  the  Commission  is  required  to  decide  within  60  days 
whether  to  suspend  the  rate  case  and  conduct  a further  investi- 
gation or  hold  hearings,  or  permit  the  increase  to  go  into  effect. 
Rates  may  not  be  increased  or  altered  from  the  approved  existing 
rates  during  this  60  day  period,  as  a rule. 

A PUC  regulation  requires  utility  companies  seeking 
rate  changes  to  notify  ratepayers  of  the  company's  filing  to 
change  rates.  The  notice  (either  a bill  insert  or  a separate 
mailing)  must  include  the  amount  of  the  proposed  rate  increase, 
proposed  effective  date,  and  approximately  how  much  more  the 
average  ratepayer  can  expect  to  pay.  You  should  keep  this  noti- 
fication because  it  may  be  helpful  to  you  if  you  present  state- 
ments at  a public  input  hearing  that  may  be  held  in  the  utility 
company's  service  area. 


IMPORTANT  NOTICE  TO  OUR  GAS  CUSTOMERS 

Plca.se  lake  notice  that  on  Julv29. 1983  the  undersicned  filed  with  the  Pennsylvania  Public  Utility  Commission 
Supplement  .No.  4 toGasTarilf  .N'o.25.  mcreasmi?  your  bills  forsemce  ctfective  September  28. 1983. The  total 
increase  ot  approximately  841  million  is  approximately  9.9  o of  the  Company  s annual  revenues,  but  the  increase 
in  your  bill  may  vary  sbghtly  or  subsxanoaiiy  from  this  percentage  depending  on  use  or  applicable  rate  schedules. 


Without  Heating 
With  Heating 


Annual  Use 
cef 

260 

1320 


.Annual  Cost  of  Service 
Existing  Rates  Proposed  Rates 

$234.58  $ 283.06 

$938.52  $1,058.43 


Increase 
Per  Day 

$.13 

$233 


Lpon  request,  the  Company  will  inform  you  of  the  effect  upon  your  bills.  You  may  examine,  at  the  Company's 
offices,  a copy  of  the  material  filed  wath  the  Public  Utiiirv  Commission  explaining  the  proposed  increase  and 
Its  justification. 

The  proposed  rate  increase  is  subject  to  e.xamination  by  the  Pennsylvania  Public  Utility  Commission  which 
may  suspend  ns  effectiveness  or  institute  a formal  investigation  thereof,  or  both,  if  it  deems  it  appropriate. 

Forms  tor  the  filing  of  a formal  complaint  may  be  obtained  by  you  upon  request  to  Pennsylvania  Public  Utility 
Concession.  Humsburg,  Pennsylvarua  17120.  'The  timely  filing  of  a formal  complaint  entitles  you  to  a hearing 
at  which  you  may  present  testimony  and  question  Company  witnes.ses,  and  places  on  the  Company  the  burden 
of  proving  that  the  proposed  rates  are  reasonable. 
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During  the  60  day  period,  the  PUC  examines  the  filing 
and  then  decides  the  procedure  to  be  taken.  In  some  instances, 
particularly  with  many  of  the  very  small  companies,  the  Commis- 
sion will  neither  suspend  the  rate  filing  nor  permit  the  rates  to 
become  effective;  instead,  an  option  order  is  presented  to  the 
company  for  its  agreement  or  rejection.  This  involves  a type  of 
settlement  in  which  the  company  usually  accepts  less  than  the 
amount  requested,  or  other  changes  to  the  initial  request,  in 
place  of  the  Commission  instituting  hearings. 

However,  most  major  rate  filings  are  suspended  by  the 
Commission  (usually  by  operation  of  law)  and  follow  the  course  of 
hearings  and  the  development  of  a full  'EVIDENTIARY'*  record  - a 
fact  finding  process  that  takes  several  months . The  diagram  on 
page  36  is  a simplified  flow  chart  of  how  the  rate  making  process 
works . 

HEARINGS 


The  hearing  process  is  begun  by  the  assignment  of  the 
rate  case  to  a PUC  Administrative  Law  Judge  (ALJ).  The  ALJ  is  an 
attorney  who  is  skilled  and  practiced  in  utility  and  administra- 
tive law.  The  ALJ  presides  over  the  entire  evidentiary  hearing. 
It  is  the  ALJ  who  is  responsible  for  the  development  of  a full 
record  and  proper  administering  of  various  rules  during  the 
course  of  the  hearing. 

At  this  point,  the  proceeding  begins  to  take  on  the 
appearance  of  a Trial  - parties  present  witnesses,  give  written 
and  oral  testimony,  enter  exhibits,  cross-examine  witnesses,  and 
so  on. 


The  usual  parties  or  players  to  a major  rate  case  are: 
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1)  The  utility  company  - the  "respondent",  which  has 
the  burden  of  proof  and  has  attorneys  and  witnesses  to  present 
its  case. 


2)  The  Commission  Trial  Staff  - a team  of  lawyers, 
analysts,  accountants  and  engineers  employed  by  the  PUC . By  law, 
the  mission  of  the  Trial  Staff  is  to  investigate  the  existing 
rates,  the  proposed  rates  and  to  present  positions  on  all  matters 
in  the  public  interest  (the  public  interest  includes  the  utility, 
as  well  as  residential,  commercial,  industrial,  and  municipal 
consumers ) . 

3)  Office  of  Consumer  Advocate  (OCA)  - a government 
agency  independent  of  the  PUC.  It  consists  of  a staff  of  lawyers 
(and  separately  retained  expert  witnesses)  who  are  empowered  by 
law  to  represent  consumer  interests  in  rate  case  (and  other) 
proceedings  before  the  PUC.  While  in  many  cases,  the  OCA  repre- 
sents the  general  body  of  residential  ratepayers,  OCA  is  em- 
powered to  and  has  represented  the  interests  of  commercial  and 
even  industrial  parties  in  certain  cases. 
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PUC  RATEMAKING  PROCESS 
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4)  Others  - various  commercial,  industrial,  govern- 
mental, consumer  and  public  interest  groups  often  participating 
as  intervenors  or  parties  presenting  their  own  interests. 


PUBLIC  INPUT  HEARINGS 


During  the  rate  case  and  when  there  is  substantial 
public  interest,  the  Commission  will  hold  at  least  one  public 
input  hearing  in  the  utility's  service  area.  At  these  meetings, 
consumers  may  present  views  on  the  proposed  rate  request.  Con- 
sumers can  give  sworn  or  unsworn  statements  at  these  sessions 
which  are  usually  held  in  the  evening. 
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A recently  adopted  PUC  regulation  states  that  ON-THE- 
RECORD  TESTIMONY*  (where  a consumer  has  agreed  to  swear  to  or 
affirm  his  or  her  testimony),  "to  the  extent  that  it  is  con- 
sidered to  be  relevant  and  competent  material  shall  be  considered 
as  evidence  by  the  presiding  officer  and  the  Commission,  subject 
to  the  customary  rules  of  procedure  and  evidence."  Consumers, 
therefore,  are  able  to  participate  in  rate  case  proceedings,  to 
give  testimony,  views  and  statements,  and  to  present  evidence 
which  may  affect  the  final  action  taken  by  the  Commission. 


Although  information  of  a technical  nature  becomes  the 
primary  basis  for  the  Commission's  decision,  you  may  be  effective 
by  informing  the  Commission  about  your  personal  observations  of 
how  well  or  how  poorly  the  utility  conducts  its  business  and 
provides  service. 

Consumers  who  wish  to  go  into  greater  depth  in  their 
participation  at  a public  input  hearing  may  pursue  a specific 
issue,  such  as  rate  structure.  You  will  have  to  determine  how 
the  utility  has  decided  to  charge  for  the  rate  class  you  are 


38 


served  under.  You  must  learn  about  the  characteristics  of  the 
customers  in  your  class  and  the  factors  which  the  utility  has 
used  to  justify  its  charges.  You  will  then  be  in  a position  to 
challenge  certain  of  the  utility's  "facts"  or  assumptions  re- 
garding your  class  of  service. 

To  learn  more  about  whether  a public  input  hearing  has 
been  scheduled  for  a rate  request  filed  by  your  utility  company, 
contact  the  PUC  Public  Information  Office. 


BACK  TO  HEARINGS 

In  a major  rate  case,  as  many  as  20  days  over  several 
months  may  be  devoted  to  hearings  alone.  Parties  will  often 
submit  interrogatories  (questions  that  must  be  answered),  sub- 
poena documents,  and  engage  in  a variety  of  legal  tactics  to 
discover  the  facts  and  present  their  case.  All  hearings  are 
open  to  the  public  so  that  they  may  be  viewed  by  any  interested 
citizen. 


Prior  to  the  ALJ  issuing  the  Recommended  Decision  to 
the  Commission,  the  parties  to  the  evidentiary  hearing  submit  to 
the  ALJ  what  is  known  as  a "BRIEF" * — a written  document  which 
basically  summarizes  and  supports  the  party's  interpretation  of 
the  facts.  The  ALJ  then  submits  his/her  Recommended  Decision  to 
the  Commission  and  to  the  participating  parties  as  to  how  these 
facts  and  issues  should  be  resolved.  The  Recommended  Decision 
may  make  reference  to  relevant  testimony  from  the  public  input 
sessions  as  well  as  from  the  evidentiary  record  made  at  other 
hearings.  The  ALJ,  in  arriving  at  his  or  her  Decision,  cites 
prior  court  decisions,  determines  the  credibility  of  witnesses, 
the  weight  to  be  given  to  evidence,  and  the  validity  to  be  given 
to  theories. 
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Usually,  parties  file  "Exceptions"  to  the  AL J ' s written 
Decision.  Exceptions  are  written  statements  of  disagreements, 
legal  or  factual,  with  the  AL J ' s Decision.  Exceptions  are  im- 
portant because  an  issue  will  not  be  voted  on  by  the  Commissioners 
(unless  requested  by  a Commissioner)  if  no  exception  to  that 
issue  is  taken.  In  that  event,  the  AL J ' s recommendation  on  that 
issue  will  remain  as  a determining  factor  for  setting  the  rates. 


HOW  THE  COMMISSIONERS  VOTE 


When  the  Commissioners  vote  on  rate  cases  that  go  to 
hearings,  they  actually  "poll"  on  each  and  every  issue  to  which 
an  exception  is  taken  in  the  rate  case.  By  polling,  a Commis- 
sioner votes  to  adopt  the  position  of  the  ALJ,  the  utility,  the 
Commission  Trial  Staff,  the  Consumer  Advocate,  or  the  position  of 
some  other  party  to  the  case.  A Commissioner  may  suggest  some 
other  position  based  on  the  evidence  of  record.  How  a Commis- 
sioner votes  on  each  issue  helps  to  determine  the  final  outcome 
because  each  issue  has  a dollar  value. 

After  the  poll  is  taken  and  the  majority  position 
known,  the  Commission  calculates  the  revenue  level  (called 
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revenue  requirement)  permitted  to  the  utility.  However,  the 
Commissioners'  polling  vote  is  non-binding,  and  a Commissioner 
may  vote  for  or  against  the  final  order  that  is  later  drafted 
based  upon  the  polling.  In  fact,  it  is  rare,  that  a final  order 
contains  everything  that  every  commissioner  wishes.  The  final 
order  is  really  a compromise  acceptable  to  a majority  of  the 
Commissioners.  An  order  is  prepared  by  the  Office  of  Special 
Assistants  to  reflect  the  polling  of  the  Commissioners. 


The  voting  on  the  final  order  is  the  official  Commission  action. 
Voting  as  well  as  polling  is  done  in  public  session. 


Once  the 
utility  must  file 
contains  the  newly 


Commission's  rate  order  has  been  issued,  the 
with  the  PUC  a "compliance  tariff".  This 
approved  rates,  rate  structures  and  terms  of 
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service.  The  tariff  is  the  notice  to  all  customers  as  to  the 
amount  a company  may  legally  charge  for  its  services.  It  may 
also  set  forth  certain  rules  and  regulations,  such  as  for  con- 
nections, wiring,  etc.  Tariffs  are  on  file  at  the  PUC  and  cer- 
tain utility  offices,  and  are  available  for  public  inspection 
during  the  PUC ' s and  utility  company's  business  hours. 


CHAPTER  4 


THE  RATE  CASE  EQUATION  AND  ISSUES 


In  every  rate  case,  the  utility  is  faced  with  proving 
that  it  needs  additional  money  to  meet  its  expenses  and  earn  a 
fair  return  (profit)  on  its  investment  in  property  used  to  pro- 
vide service  to  the  public.  The  question  is:  what  are  legiti- 
mate expenses,  how  much  return  is  fair,  and  which  customers 
should  pay? 

At  this  point,  it  is  important  to  remember  that  a 
utility,  unlike  most  companies,  cannot  raise  its  prices  to  meet 
increased  costs  or  lower  prices  to  meet  competition  unless  it 
obtains  the  approval  of  the  Commission.  Also,  a utility  company 
is  required  by  law  to  meet  all  reasonable  requests  for  service 
from  all  customers  within  its  geographic  territory.  This  obli- 
gation to  serve  carries  with  it  certain  unavoidable  costs. 

The  debate  in  a rate  case,  however,  usually  centers 
around  whether  the  utility  is  incurring  costs  and  managing  its 
operations  prudently.  It  also  centers  around  whether  it  has 
accurately  assessed  and  projected  its  expenses  and  revenues, 
since  rates  are  set  for  a period  of  time  in  the  future.  There  is 
usually  substantial  debate  over  whether  ratepayers  should  pay 
for  facilities  and  equipment  that  are  claimed  by  the  utility  to 
be  "used  and  useful"  for  service. 


43 


These  matters  often  are  not  easy  to  determine.  Par- 
ticularly controversial  is  the  size  of  the  company's  RATE  BASE,* 
the  amount  of  money  the  utility  has  invested  over  the  years  in 
the  facilities  to  serve  customers.  Obviously,  the  size  of  a 
company's  rate  base  is  important  because  a utility  earns  its 
profit  on  the  investment  in  its  facilities  or  on  its  rate  base. 


Also  controversial  is  the  amount  of  profit  that  a 
company  should  be  allowed  to  make  on  its  investment  in  facili- 
ties. The  term  'RATE  OF  RETURN'*  is  used  to  mean  the  profit  that 
a company  should  be  allowed  to  earn.  Companies,  by  law,  are 
given  the  opportunity  to  earn  the  rate  of  return  that  is  PUC 
determined,  but  are  not  guaranteed  that  they  will  earn  this 
amount.  Whether  or  not  the  company  achieves  the  return  allowed 
by  the  PUC,  the  utility  still  collects  the  increased  revenue 
through  rates  (sometimes  more,  sometimes  less,  because  of  in- 
creased or  decreased  usage  by  customers).  Unexpected  expenses 
may  cut  into  what  was  expected  to  be  return  or  profit. 


THE  EQUATION 

Although  very  little  is  simple  in  a rate  case,  the 
equation  that  is  used  to  determine  rates  is  very  simple.  The 
equation  is: 

RR  : (ROR  X RB)  * E 

Revenue  Requirement  = Rate  of  Return  x Rate  Base  plus  Expenses 


In  short,  the  REVENUE  REQUIREMENT*  or  amount  of  money  the  utility 
may  collect  is  equal  to  its  prudently  incurred  expenses  plus  a 
profit  on  its  investment  in  plant  and  equipment  used  to  provide 
service.  This  is  the  equation  that  is  used  for  all  rate  cases 
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that  take  place  at  the  PUC  (with  the  exception  of  transportation 
utilities  and  a few  very  small  water  utilities). 

Note  that  this  differs  from  the  "cost  plus  a profit" 
method  used  by  unregulated  companies.  Not  only  can  unregulated 
companies  change  their  prices  at  will  but  they  need  not  justify 
their  increased  costs  to  the  public  or  base  their  prices  on  the 
amount  of  investment  they  have  in  their  businesses. 

By  the  same  token,  unregulated  firms  are  regulated  by 
direct  market  forces  and  they  can  enjoy  boom  times  or  suffer 
great  losses.  Regulated  utilities,  however,  because  of  the 
public's  vital  need  for  their  services,  are  kept  by  regulators 
across  the  country  within  a "zone  of  reasonable  profitability," 
without  drastic  swings,  so  as  to  ensure  reliability  of  service. 

The  determination  of  the  total  amount  of  revenue  a 
company  needs  is  a major  issue  in  every  rate  case.  Also  impor- 
tant is  the  question  of  how  any  increases  in  rates  should  be 
recovered  from  the  ratepayer.  This  is  the  RATE  STRUCTURE*  issue. 


;?  = RESIDENTIAL 


C = COMMERCIAL 
/ = INDUSTRIAL 
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It  involves  a determination  of  how  much  money  each  class  of 

customer residential,  commercial,  industrial,  and  municipal 

should  pay  towards  the  total  dollar  amount  to  be  collected.  A 
rate  increase  may  affect  a particular  class  of  customer  much  more 
directly  than  another  customer  class.  This  happens  when  a larger 
percentage  of  the  total  increase  is  allocated  to  one  class  of 
customer  as  opposed  to  another. 


ISSUES 


Rate  case  issues  follow  some  common  themes  from  year  to 
year,  but  new  ones  develop  as  circumstances,  philosophies  and  the 
law  change. 


Example : competition  in  many  areas  of  the  telecom- 

munications industry  (i.e.,  telephone),  means  that 
the  PUC  must  re-examine  the  way  in  which  telephone 
services  are  priced.  If  certain  telephone  services 
are  priced  too  high,  for  example,  then  some  cus- 
tomers may  choose  another  company.  But,  if  those 
services  and  revenues  helped  to  support  (subsidize) 
other  telephone  monopoly  services,  then  price 
changes  on  monopoly  services  may  also  have  to 
occur . 
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In  the  end,  the  courts  help  to  determine  the  accept- 
ability and  fair  treatment  of  rate  case  issues.  Over  the  years, 
hundreds  of  issues  have  been  tested  in  the  courts.  Issues  such 
as  excess  generating  capacity,  the  treatment  of  tax  benefits  and 
abandoned  plant,  rate  case  expenses  and  others  have  been  reviewed 
by  the  courts.  Court  cases  offer  precedents,  or  established  ways 
for  handling  these  issues,  which  must  be  followed  by  the  PUC  in 
subsequent  cases. 
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The  adversarial  nature  of  utility  ratemaking  is  impor- 
tant to  understanding  its  character.  Although  the  Public  Utility 
Code  provides  for  the  basic  principles  of  utility  ratemaking, 
their  application  to  each  utility  and  set  of  circumstances  may 
not  be  so  clear.  This  partly  explains  why  there  is  controversy 
in  most  rate  cases namely,  room  for  disagreement  among  reason- 

able people  over  how  much  money  a utility  needs  and  should  receive. 

Part  III,  "Rate  Case  Companion"  of  A Look  Inside,  con- 
tains a more  detailed  description  of  rate  case  pro- 
cedure and  topics . 
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CHAPTER  5 


CASES  IN  POINT 


Many  people  only  hear  about  the  PUC  raising  rates. 
This  chapter  contains  some  recent  actions  of  the  Public  Utility 
Commission  that  provide  a different  view  of  the  PUC.  Docket 
numbers,  assigned  to  all  cases  for  filing  purposes,  are  provided 
for  your  further  information. 

LIMERICK  NUCLEAR  GENERATING  STATION  INVESTIGATION:  1-80100341 


In  1980,  the  Commission  began  an  in-depth  investigation 
into  the  need  and  cost  of  the  Limerick  Nuclear  Generating  Station, 
consisting  of  two  nuclear  power  plants  under  construction  by 
Philadelphia  Electric  Company  (PECO). 

The  investigation  led  to  a Commission  Order  which 
required  the  company  to  either  suspend  or  cancel  construction 
of  Limerick  2,  pending  completion  of  Unit  1.  The  Order,  pro- 
hibited the  company  from  raising  outside  sources  of  money  which 
would  be  used  in  whole  or  in  part  for  the  completion  of  Unit  2. 
Various  appeals  were  taken  to  the  Commonwealth  Court  and  the 
Pennsylvania  Supreme  Court.  The  Supreme  Court's  ruling  expanded 
the  PUC's  legal  authority  over  utility  financing  arrangements  for 
utility  construction  of  power  plants. 


COMPLIANCE  WITH  BUILDING  ENERGY  CONSERVATION  ACT  STANDARDS: 


L-830087 


The  Commission  recently  adopted  regulations  which 
require  proof  of  compliance  with  state  building  energy  conser- 
vation standards  as  a precondition  (requirement)  to  obtaining 
residential  gas,  electric,  or  steam  heat  service.  The  purpose  of 
the  rule  is  to  promote  energy  conservation  throughout  the  state 
by  denying  utility  connections  to  new  housing  or  extensively 

remodeled  housing  which  is  not  energy  efficient. 
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PENNSYLVANIA  PUBLIC  UTILITY  COMMISSION  VS.  BIG  RUN  TELEPHONE 


COMPANY  AND  CITIZENS  UTILITY  COMPANY  OF  PENNSYLVANIA: 


1-830353 


and  C-822983  (Citizens  Utility  Company  is  a holding  company) 


In  response  to  numerous  consumer  complaints  of  inade- 
quate telephone  service  and  high  monthly  rates,  the  Commission 
began  an  investigation  into  Big  Run  Telephone  Company.  The 
result  was  that  Big  Run  was  ordered  to  obtain  bids  for  its  sale 
to  another  telephone  company,  or  else  to  "Show  Cause  Why  Its 

Certificate  of  Public  Convenience  Should  Not  Be  Rescinded".  Bell 
of  Pennsylvania,  asked  by  the  PUC  to  bid  on  the  company,  later 
purchased  the  company.  The  PUC  approved  the  sale,  as  did  federal 
authorities . 


PENNSYLVANIA  PUBLIC  UTILITY  COMMISSION  ET  AL . VS.  KANE  GAS  LIGHT  & 
HEATING  COMPANY:  R-832438 


In  1983,  Kane  Gas  Light  & Heating  Company  applied  for  a 
rate  increase  in  the  amount  of  $181,700.  Kane  serves  approxi- 
mately 3,888  customers  in  various  townships  of  McKean  County, 
Pennsylvania.  The  PUC  suspended  the  effective  date  of  the  pro- 
posed rates  and  ordered  an  investigation.  At  the  conclusion  of 
the  investigation,  the  Commission’s  actions  had  the  effect  of 
denying  all  of  the  requested  $181,700  increase.  It  resulted  in  a 

$15,700  rate  rollback,  or  a reduction  in  consumers*  monthly  bills. 


UNIVERSAL  METERING  FOR  WATER  UTILITIES:  M-820308 


On  March  12,  1982,  the  PUC  adopted  a rule  that  required 
certain  water  companies  to  bill  their  customers  based  on  water 

meter  readings  putting  an  end  to  customers  being  billed  a flat 

charge  for  their  water  service.  The  PUC  found  that  approximately 
13%  of  the  people  served  by  the  333  private  water  companies 
affected  by  the  rule  were  not  metered.  The  Commission  determined 
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that  flat  rate  charges  were  inherently  discriminatory  because 
consumers  were  charged  alike  regardless  of  usage.  The  lack  of 
metering  also  failed  to  encourage  water  conservation.  The  rule 
required,  with  certain  exceptions,  that  water  companies  submit  a 
plan  to  meet  the  requirements  of  the  rule  as  they  come  to  the  PUC 
for  rate  requests. 

WALDRON  VS;  PHILADELPHIA  ELECTRIC  COMPANY:  C-77100047 

In  1977,  a consumer  named  Malcolm  Waldron  filed  a 
formal  complaint  with  the  PUC  regarding  what  he  claimed  to  be 
overbilling  for  electricity  by  Philadelphia  Electric  Company. 
The  Commission,  as  a result  of  this  complaint  proceeding,  adopted 
what  is  now  called  the  "Waldron"  rule. 

The  rule  essentially  means  that  meter  readings  are  not 
conclusive  evidence  in  and  of  themselves  and  cannot  be  used  alone 
by  the  utility  in  determining  the  validity  of  an  abnormally  high 

bill. 

The  Waldron  rule  states  that  if  a customer  can  show 

that: 

the  number  of  occupants  in  a household  has  not 
changed; 

the  potential  for  energy  utilization  is  low;  and 
that 

the  prior  billing  history  shows  no  abnormalities, 
then 

the  consumer  has  established  what  is  called  a "prima  facie"  case 
(legally  sufficient  to  prove  a fact).  The  "prima  facie"  case,  if 
unrebutted  (not  disproven)  by  the  utility,  entitles  the  consumer 
to  prevail  (win)  in  the  case.  The  utility  must  come  forward  with 
not  only  proof  that  the  meter  was  accurate,  but  also  that  there 
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were  other 
high  bill. 


unusual  circumstances  which  account  for  the 
Failing  to  do  so,  the  consumer's  bill  is 


abnormally 
ad] usted . 


The  Waldron  rule  is  really  a procedure  utilized  by  the 
Commission  that  gives  consumers  more  flexibility  in  disputing  the 
validity  of  excessively  or  abnormally  high  bills. 


APPENDIX  A 


TELEPHONE  DIRECTORY 


CHAIRMAN  Number 

Taliaferro,  Linda  C 787-4301 


COMMISSIONERS 

Cawley,  James  H. 

Fischl,  Frank  . 

Johnson,  Michael 
Shane,  William. 

OPERATIONS,  BUREAU  OF 

(administrative,  policy,  and  program  management  of  PUC) 
Alford,  John 783-5331 

ADMINISTRATIVE  LAW  JUDGES,  OFFICE  OF 

(presides  over  hearings;  issues  initial  and  recommended 
decisions  on  formal  complaints  and  many  rate  cases) 

Smith,  William  (Director  and  Chief  ALJ 787-1191 

AUDITS,  BUREAU  OF 

(examines  fuel  charges  and  operating  efficiency  of  utilities) 


Dial,  John  (Director)  783-5000 

CONSERVATION,  ECONOMICS  & ENERGY  PLANNING,  BUREAU  OF 

(examines  conservation  and  long  range  energy  needs  of 
utilities ) 

Six,  Conrad  (Director) 787-2548 

CONSUMER  SERVICES,  BUREAU  OF 

(handles  service  terminations  and  informal  complaints  about 
billing,  credit,  and  payment  arrangements) 

Farrell,  Joseph  (Director) 783-5391 

Hot-Line  (terminations  only) 1-800-692-7380 

To  File  Informal  Complaints: 

Regional  Offices 

Erie  Office  814-871-4342 

Harrisburg  Office  717-783-5239 

Philadelphia  Office  215-351-2100 

Pittsburgh  Office  412-565-5038 

INTERGOVERNMENTAL  AFFAIRS,  OFFICE  OF 

(represents  PUC  on  state  and  federal  utility  legislation) 
Crowley,  Paul  (Director).  . . 787-3256 


LAW  BUREAU 

(legal  arm  of  the  PUC) 

Hoffman,  Charles  (Director  and  Chief  Counsel)  . 787-5000 

NON-RAIL  TRANSPORTATION,  BUREAU  OF 

409  Transportation  and  Safety  Bldg. , Harrisburg,  PA  17120 
(processes  applications,  insurance,  and  rate  filings  for 
taxis,  buses,  trucks,  etc.) 

Ernst,  Barry  (Director) 


783-1001 

787-5131 

783-3201 

787-4507 


787-2154 


TELEPHONE  DIRECTORY 

OPERATIONS,  BUREAU  OF 

(administrative,  policy,  and  program  management  of  PUC ) 


Alford,  John 783-5331 

PUBLIC  INFORMATION,  OFFICE  OF 

(issues  press  releases  on  newsworthy  items ) 

Bramson,  David  (Director)  787-5722 


RAIL  TRANSPORTATION,  BUREAU  OF 

408  Transportation  and  Safety  Bldg.,  Harrisburg,  PA  17120 
(handles  most  railroad  matters  such  as  railroad  crossings 


and  bridges ) 

Peteritas,  Ray  (Director)  783-5941 

RATES,  BUREAU  OF 

(examines  rate  and  tariff  filings  of  utilities) 

Birx,  Donald  (Director)  787-4886 

SAFETY  AND  COMPLIANCE,  BUREAU  OF 

(investigates  safety  and  service  problems  with  motor  car- 
riers --  trucks,  taxis,  buses,  etc.  --  and  fixed 
utilities  --  electric,  gas,  telephone,  water  and  sewer--) 

Nicely,  Kenneth  (Director) 783-3846 

To  File  Informal  Complaints: 

District  Offices 

Altoona  Office (814)  946-7318 

Erie  Office  (814)  871-4342 

Harrisburg  Office  (717)  787-7598 

Philadelphia  Office  (215)  351-2512 

Pittsburgh  Office  (412)  565-3553 

Scranton  Office  (717)  961-4590 

SECRETARY'S  BUREAU 

(handles  PUC  correspondence,  filing  of  documents  and  records) 

Rich,  Jerry  (Director) 787-4095 

TO  FILE  FORMAL  COMPLAINTS  ON  ALL  MATTERS 

Patrick,  Janet 787-2395 

SPECIAL  ASSISTANTS,  OFFICE  OF 

(advises  the  Commission  on  regulatory  matters  and  drafts 
PUC  Orders) 

Davis,  Cheryl  Walker  (Director)  787-1827 


MAIN  ADDRESS  OF  PUC 


Pennsylvania  Public  Utility  Commission 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 
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PUC  REGIONAL  OFFICES 


^Serving  Area  Codes  717  and  814 


Harrisburg  Office 

P.O.  Box  3265 
Harrisburg,  PA  17120 


Bureau  of  Consumer  Services  (BCS):  Telephone:  (717)  783-5239 

Bureau  of  Safety  & Compliance  ( S&C ) : Telephone:  (717)  787-7598 


.'VO.  •ht>' >«f  fa V 


^Serving  Erie  Area 
(Erie,  Crawford,  Warren 
Clarion,  Forest,  Mercer 
Venango  Counties) 


Erie  Office 
Room  201,  Erie  State 
Office  Bldg. 

919  State  Street 
Erie,  PA  16501 


Bureau  of  Consumer  Services: 

Bureau  of  Safety  & Compliance:  Telephone:  (814)  871-4342 


£1 
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^Serving  Area  Code  215  Philadelphia  Office 

1310  Philadelphia  State 
Office  Bldg. 

1400  W.  Spring  Garden  St. 
Philadelphia,  PA  19101 


Bureau  of  Consumer  Services: 
Bureau  of  Safety  & Compliance 


^^^*^'***  vriiV ym\' .VaV 


Telephone:  (215)  351-2100 
Telephone:  (215)  351-2512 


*Serving  Area  Code  412  Pittsburgh  Office 

1212  Pittsburgh  State 
Office  Bldg. 

300  Liberty  Avenue 
Pittsburgh,  PA  15222 


Bureau  of  Consumer  Services:  Telephone:  (412)  565-5038 

Bureau  of  Safety  & Compliance:  Telephone:  (412)  565-3553 


^Serving  Scranton  Area 


Scranton  Office 
104  State  Office  Bldg. 
100  Lackawanna  Ave. 
Scranton,  PA  18503 


Bureau  of  Safety  & Compliance: 


VaV  faV  YaV.>aV  TaV  ■,ai~»a»‘»«''  >•'' 


Telephone:  (717)  961-4590 


^Serving  Altoona  Area 


Altoona  Office 
Altoona  State  Office  Bldg. 
1101  Green  Ave.,  Room  138 
Altoona,  PA  16601 


Bureau  of  Safety  & Compliance: 


Telephone:  (814)  946-7318 
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CONSUMER  REFERRAL  GUIDE 


WHO  TO  CALL 


WHERE  TO  WRITE 


AS  A GENERAL  RULE: 

fr;?^First,  contact  the  company  regarding  your  complaint  or 
problem. 


Document  your  complaint  in  writing,  and  supply  copies  of 
letters,  receipts,  bills,  etc.  Ask  for  a written  reply. 


Give  the  company  an  opportunity  to  resolve  the  problem.  | 

(C5^  I f this  does  not  work,  consider  other  alternatives  to  resolve  h 
your  complaint.  This  might  include: 

* contacting  a government  agency  having  jurisdiction  over 

your  complaint.  (See  the  following  listing  for 
assistance ) . 

* if  no  government  agency  has  jurisdiction,  you  may 


consider  initiating  a private  civil  action  or  taking 
the  matter  before  the  courts.  To  do  so,  you  should  be 
familiar  with  certain  rules  and  procedures.  If  neces- 
sary, you  may  want  to  contact  a lawyer  for  assistance. 

Finally,  there  may  be  public  interest  groups  or  local 

or  state  consumer  groups  who  can  help  you.  Contact  the 
Office  of  Consumer  Advocate  for  further  information. 

( See  #5  below , ) 
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CONSUMER  REFERRAL  GUIDE 

CC^  1 . AIRLINES 

(airfares  and  routes) 

U.S.  Department  of  Transportation 

Office  of  Assistant  for  Policy  & 

International  Affairs 
400  7th  Street,  S.W. 

Washington,  D.C.  20590 
(202)  426-4341 

Explanation:  A federal  regulatory  agency  that  handles 

interstate  and  intrastate  complaints  on  air  travel, 
such  as  baggage,  overbooking,  and  other  consumer  pro- 
tection rules. 

(air  safety) 

Federal  Aviation  Administration  (FAA) 

U.S.  Department  of  Transportation 
Washington,  D.C.  20591 
(202)  426-1960 

Explanation:  A federal  regulatory  agency  that  handles 

complaints  on  air  safety,  both  interstate  and  intra- 
state . 

tCSF”  2.  ALTERNATE  ENERGY  SOURCES  (NON-PUC  REGULATED) 

(fuel  oil,  solar,  coal,  propane  gas,  kerosene,  etc.) 

Vendor  or  Place  of  Purchase 

Pennsylvania  Bureau  of  Consumer  Protection 

Office  of  Attorney  General 
Strawberry  Square  - 14th  Floor 
Harrisburg,  PA  17120 
(717)  787-9707 

Explanation:  A state  mediation,  investigation  and 

enforcement  agency  handling  consumer  complaints  about 
seller/business  practices  (advertising,  warranties, 
billing,  etc . ) . 

3.  CABLE  T.V.,  T.V.  AND  RADIO 

T.V.  or  Radio  Station 

Local  government  body  granting  franchise  to  cable  company 

Federal  Communications  Commission  (FCC) 

Consumer  Assistance  and  Small  Business  Office 
1919  M Street,  N.W.  Room  252 
Washington,  D.C.  20554 
(202)  632-7000 
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Explanation:  A federal  regulatory  agency  which  licenses 

broadcasting  and  television  stations. 

CC^  4.  COOPERATIVES 

(13  rural  electric  cooperatives  in  Pennsylvania  serve  ap- 
proximately 161,000  customers.  They  are  owned  by  the  cus- 
tomers they  serve  and  are  not  regulated  by  any  state 
government  agency.  Each  company  sets  its  own  policies  and 
rates . ) 

Cooperative  (customer  service  department) 

Pennsylvania  Rural  Electric  Association  (PREA) 

212  Locust  Street 
Harrisburg,  PA 
(717)  233-5704 

Explanation:  PREA  is  not  a regulatory  agency  and  will 

not  handle  complaints.  But  you  may  wish  to  notify  PREA 
of  your  complaint. 

Courts 

CC5F  5.  CONSUMER  REPRESENTATION  ON  UTILITY  MATTERS 

Office  of  Consumer  Advocate  ( OCA ) 

1425  Strawberry  Square 
Harrisburg,  PA  17120 
(717)  783-5048 

Explanation:  A state  government  agency  with  juris- 

diction to  represent  the  interests  of  consumers  before 
the  PUC  and  any  court  or  corresponding  U.S.  regulatory 
agency.  OCA  has  a staff  of  lawyers  to  represent  con- 
sumer interests  in  rate  and  other  utility  cases, 
including  service  complaints. 

Pennsylvania  Utility  Law  Project  (PULP) 

213A  North  Front  Street 
Harrisburg,  PA  17101 
(717)  232-0581 

Explanation:  A Pennsylvania  law  office  supported  by 

state  and  federal  funds  to  represent  low-income  con- 
sumers in  utility  rate  proceedings,  formal  complaints 
about  terminations  and  other  service-related  matters. 

local  or  state  public  interest  and  consumer  groups. 

Contact  the  Office  of  Consumer  Advocate  which  may  help 
identify  a group  in  your  area  that  can  assist  you. 
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<CSF  6.  ENERGY  FINANCIAL  ASSISTANCE 

County  Public  Assistance  Office. 

Explanation:  Each  County  Public  Assistance  Office 

administers  the  federally  funded  Low  Income  Home  Energy 
Assistance  Program.  (LIHEAP).  Eligibility  criteria 
apply. 

local  community  crisis  fund  programs  (church,  civic,  etc.) 

utility  company.  (Some,  but  not  all,  utilities  have  in- 

house  crisis  fund  programs  to  assist  consumers 
who  may  qualify  for  financial  help.) 


7.  ENERGY  INFORMATION  AND  PROGRAMS 

Governor’s  Energy  Council  (GEC) 

P.O.  Box  8010 
1625  W.  Front  Street 
Harrisburg,  PA  17105 
(717)  783-9981 

Explanation:  A state  agency  providing  energy  informa- 

tion to  the  public  and  administering  special  programs 
(such  as  grants  to  schools)  to  assist  in  conservation 
efforts . 

CC^  8.  INTERSTATE  TRANSACTIONS 

Electric  and  Natural  Gas 


Federal  Energy  Regulatory  Commission  ( FERC ) 

825  North  Capitol  Street,  N.E. 

Room  9200 

Washington,  D.C.  20426 
(202)  357-8392 

Explanation:  A federal  regulatory  agency  that  sets 

rates  for  interstate  prices,  as  well  as  wholesale 
intrastate  prices. 

Movers 


Interstate  Commerce  Commission  (ICC) 

Office  of  Compliance  and  Consumer  Assistance 
Washington,  D.C.  20423 
(202)  275-7148 
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Explanation : A federal  regulatory  agency  that  takes 

complaints  on  movers  between  states. 

Telecommunications  (telephone) 

Federal  Communications  Commission  (FCC) 

Consumer  Assistance  of  Small  Business  Office 
1919  M Street,  N.W. 

Room  252 

Washington,  D.C.  20554 
(202)  632-7000 

Explanation : A federal  regulatory  agency  that  regu- 

lates interstate  long  distance  calling  and  other  inter- 
state aspects  of  telephone  service. 

CC^  9.  MONEY  DAMAGES 

(personal  or  property  damages  caused  by  utility  company). 

local  District  Magistrate  or  District  Justice 

Explanation:  A small  claims  court  where  consumers  may 

sue  for  amounts  under  $4,000.  Refer  to  the  yellow 
pages  in  the  telephone  directory  under  ’District  Magis- 
trate’ or  ’District  Justice’. 

Court  of  Common  Pleas 


Explanation : A county  court  for  civil  (and  other) 

claims . 

iCW’  10.  MUNICIPAL  UTILITIES  AND  AUTHORITIES 

The  PUC  sets  rates  and  service  standards  beyond  the  cor- 
porate limits  of  the  municipality.  Otherwise,  contact: 

municipal  government  or  authority 

Pennsylvania  Municipal  Authorities  Association  ( PMAA ) 

2941  N.  Front  Street 
Harrisburg,  PA  17110 
(717)  233-7696 

Explanation:  Not  a regulatory  agency.  PMAA  will  not 

handle  complaints.  But  you  may  wish  to  notify  PMAA  of 
your  complaint. 


--Courts 


CONSUMER  REFERRAL  GUIDE 


<C^  11.  NUCLEAR  AND  RELATED  ISSUES 

Nuclear  Regulatory  Commission  (NRC) 

Office  of  Public  Affairs 
Washington,  D.C.  20555 
(301)  492-7715 

Explanation:  A federal  regulatory  body  which  oversees 

safety,  licensing  and  other  facets  of  nuclear  power 
plants. 

CCc^  12.  WATER/AIR  AND  ENVIRONMENTAL  MATTERS 


PA  Dept,  of  Environmental  Resources  (DER) 

Fulton  Bldg. 

P.O.  Box  2063 
Harrisburg,  PA  17120 
(717)  787-2657 


Explanation:  A state  agency  that  regulates  water  and 
air  quality,  hazardous  waste  and  other  environmental 
matters . 


This  is  not  a complete  listing.  There  may  be  other  com- 
plaint areas  not  listed  here.  Additionally,  there  may  be 
other  sources  of  assistance  under  the  complaint  areas.  We 
have  attempted  to  make  this  Guide  useful  but  not  lengthy. 


APPENDIX  D 


GLOSSARY  OF  PUC  TERMS 


AUDIT : An  examination  into  utility  practices  through  scrutiny  of 
accounting  and  financial  records.  The  purpose  of  an  audit  is  to 
determine  the  legitimacy  of  charges  to  customers,  such  as  energy 
costs  and  company  investments  in  plant.  Results  from  audits  are 
used  by  the  Commission  in  rate  case  investigations. 


✓ BRIEF : A legal  document  submitted  by  parties  in  proceedings  such 
as  rate  cases.  A brief  summarizes  a party's  position  and  inter- 
pretation of  relevant  facts  and  issues.  Briefs  are  reviewed  by 
Administrative  Law  Judges  to  enable  them  to  prepare  a recommended 
decision  on  a rate  case  to  the  Commission. 

^CERTIFICATE  OF  PUBLIC  CONVENIENCE:  The  grant  of  authority  which 
allows  a person  or  corporation  to  operate  as  a public  utility. 
Before  any  public  utility  can  operate,  it  must  apply  to  the 
Commission  for  permission.  Upon  approval  of  the  application,  the 
Commission  issues  a certificate  of  public  convenience  describing 
the  nature  of  the  service  and  the  territory  within  which  service 
is  authorized. 


^COMMON  CARRIER  (BY  MOTOR  VEHICLE):  A person  or  corporation  that 
transports  persons  or  property  for  members  of  the  general  public 
for  compensation.  A common  carrier's  services  are  available  to 
all  members  of  the  public  who  may  require  them. 

COMMONWEALTH  COURT : The  court  that  reviews  decisions  made  by  the 
Public  Utility  Commission.  If  a party  to  a proceeding  before  the 
PUC  is  dissatisfied  with  a final  order  of  the  Commission  which 
will  affect  him/her,  that  party  has  a right  to  appeal  the  decision 
to  the  Commonwealth  Court. 

y/ CONTRACT  CARRIER  BY  MOTOR  VEHICLE:  A person  or  corporation  that 
transports  persons  or  property  for  specific  shippers  for  compen- 
sation . 


/ 


DOCKET  NUMBER:  A number  that  is  assigned  to  a proceeding  or 
other  official  Commission  business,  such  as  rate  cases,  applica- 
tions, petitions,  audits,  and  so  forth.  A docket  number  carries 
with  it  a code  that  helps  to  identify  the  nature  of  the  business 
or  document.  The  docket  number  is  used  for  filing  and  reference 
purposes . 


EVIDENTIARY  HEARING:  A fact-finding  hearing  that  is  conducted  in 
most  major  rate  cases  and  is  held  to  establish  the  validity  of 
parties'  positions.  Certain  rules  of  procedure  apply  to  these 
type  of  hearings  in  order  to  enable  all  parties  to  adequately  and 
fairly  present  their  position  and  build  their  case. 


EXCEPTIONS : A written  document  containing  a party's  disagreement 

on  specific  issues  with  the  written  findings  of  an  Administrative 
Law  Judge.  In  certain  formal  complaint  proceedings,  exceptions 
are  reviewed  by  an  Administrative  Law  Judge  who  makes  a written 
ruling  on  the  exceptions.  In  rate  cases  that  go  to  hearings, 
exceptions  are  voted  on  by  the  PUC  Commissioners  to  resolve 
contested  issues. 


ON-THE-RECORD  TESTIMONY:  Statements  made  at  a hearing  by  wit- 

nesses who  are  under  oath  (or  affirmation).  Only  sworn  or 
affirmed  testimony  can  be  considered  by  the  ALJ  and  the  Com- 
mission when  making  decisions  in  formal  complaint  proceedings  and 
rate  cases. 


ORDER:  The  official  written  document  usually  issued  at  the  con- 
clusion of  a proceeding  containing  the  findings  and  conclusions 
of  the  PUC.  An  Order  will  also  usually  contain  instructions  to 
all  relevant  parties  in  order  to  carry  out  the  objectives  of  the 
Order. 


PRIVATE  INVESTOR -OWNED  UTILITY  CO.:  A company  which  is  owned  by 
stockholders  but  which  is  regulated  by  the  government  in  the 
prices  that  it  may  charge  and  service  that  it  may  provide. 


Private  investor-owned  utilities  are  profit  making  entities,  but 
the  level  of  profit  is  set  or  determined  by  the  government. 


PUBLIC  UTILITY  CODE:  Found  at  66  Pa.  C.S.  §101  et  seq.  (Title  66 
of  the  Pennsylvania  Consolidated  Statutes).  The  statutory  law 
applicable  to  the  Commission.  This  law  sets  forth  the  powers  and 
duties  of  the  Commission.  It  also  sets  forth  many  of  the  guide- 
lines used  by  the  PUC  in  determining  rates  and  service  standards 
for  utility  companies. 


RATE  OF  RETURN : The  level  of  "profit"  to  a utility  company  that 
is  arrived  at  through  investigation  by  the  PUC.  This  allowed 
percentage  profit  or  rate  of  return  may  not  always  be  achieved  by 
the  utility  because  circumstances  during  the  period  the  rates  are 
in  effect  may  not  occur  as  anticipated  in  the  rate  case.  For 
example,  utility  expenses  may  be  greater  than  anticipated  because 
of  storm  damage  or  other  unforeseeable  events. 


RATE  BASE : The  total  dollar  amount  of  investment  that  the  utility 
company  has  in  its  plant  and  equipment.  The  rate  base  is  the 
investment  upon  which  the  utility  is  allowed  to  earn  a profit. 
The  PUC  determines  what  is  allowed  or  not  allowed  in  the  rate 
base . 


RATE  STRUCTURE : The  design  of  rates  for  different  classes  of 

service  (residential,  commercial  and  industrial)  and  for  different 
levels  of  usage.  There  are  four  basic  types  of  rate  design: 

1)  declining  block  rate 

2 ) inverted  block  rate 

3)  flat  rate 

4)  peak  load  pricing 


A declining  block  rate  ("the  more  you  use,  the  less  you 
pay  per  unit" ) , with  a customer  charge  for  a residential  electric 
consumer,  might  appear  as  follows: 


Customer  Charge 
First  50  KWH.  . 
Next  50  KWH  . . 
Next  900  KWH.  . 
Over  1,000  KWH. 


■$5.00  per  month 
.0935  per  KWH 
.0762  per  KWH 
.0614  per  KWH 
.0495  per  KWH 


REGULATED  MONOPOLY : A company  which  is  granted  the  sole  right  to 
provide  its  service(s)  to  the  public  within  a geographic  area. 
In  return,  it  accepts  regulation  of  its  rates  and  service  by  the 
Public  Utility  Commission. 


REVENUE  REQUIREMENT:  The  total  dollar  amount  allowed  by  the 
Commission  to  the  utility  company  for  it  to  meet  its  expenses, 
pay  its  taxes,  and  earn  a return  on  its  investment. 


SHOW  CAUSE  ORDER:  A statement  of  allegations  that  a certificate 
holder  has  engaged  in  acts  in  violation  of  the  Public  Utility 
Code.  It  requires  the  utility  to  respond  to  the  allegations  and 
show  cause  why  its  certificate  should  not  be  revoked  or  other 
penalty  imposed. 


TITLE  52:  The  section  of  the  Pennsylvania  Code 
the  Public  Utility  Code)  that  contains  all  rules 
that  are  promulgated  (issued)  by  the  PUC . 


(as  opposed  to 
and  regulations 
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APPENDIX  G 


PUC  DOCKETING  SYSTEM 


Letter 

Designation Type  Docket Digit  Position  12345678901234567 

A Application  (&  Formal  Complaint  against A-00100375F002AAB 

Certificated  Non-Rail  Transportation) A-00100375C81 1 

B Appeal  B-820123 

C Formal  Complaint  against  Tariff  Filing  R-820123C001 

C Formal  Complaint  - Other  C-820123 

D Audits  D-82M012 

E Petitions  requesting  Exemptions  to  l.D.’s E-82099001 

F Formal  Service  Complaint  F-8223487 

G Affiliated  Interest  Agreements  G-820123 

I Investigation  Docket  1-820123 

L Proposed  Rule  Making  Docket  & Special  Orders  ....  L-820123 

M Miscellaneous  Docket  M-820123 

P Petition  P-820123 

R Rate  Investigation  Docket R-820123 

S Securities  Certificate  S-820123 

T Law  Bureau  Court  Cases  T-820123 

U Public  Utility  Municipal  Contracts  U-820123 

W Federal W-820123 

Z Formal  Service  Termination  Complaint  Z-8212356 


General  Rules: 


1st  Position  is  ALWAYS  a letter  designating  type  case. 

2nd  Position  is  ALWAYS  a dash  (hyphen) . 

3rd  & 4th  Positions  are  ALWAYS  year  filed  except  Application  and  Complaints 
against  certified  transportation  utilities. 

5th  through  8th  Positions  are  the  sequential  number  of  the  filing  (they 
start  at  001  each  year  at  the  Secretary's  discretion). 

Folder  200  is  always  for  abandonment 
Folder  500  is  always  for  transfer  of  stock 

Note:  There  are  other  rules  and  exceptions  to  this  docketing 

system  not  printed  here,  which  can  be  obtained  from  the 
Secretary's  Bureau  of  the  PUC. 


QUESTIONNAIRE 


Appendix  H 


Your  views,  comments,  and  questions  regarding  "Guide  to  PUC 
are  welcome.  Return  questionnaire  when  completed  to: 

Public  Utility  Commission 
Consumer  Services  Bureau 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 


1.  What  is  your  overall  evaluation  of  this  handbook? 


2.  How  can  it  be  improved? 


3.  In  what  way  is  it  useful  or  not  useful  to  you? 


4.  What  questions  do  you  have  as  a result  of  reading  this 


THANK  YOU  FOR  YOUR  PARTICIPATION 


This  handbook  is  intended  as  a source  of 
consumer  information  and  not  as  a legal  guide. 
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PREFACE 


A Look  Inside  is  written  for  the  public  to  explain  the 
workings  of  the  Public  Utility  Cominission  (PUC).  By  describing 
what  the  Commission  does  and  how  it  operates,  we  hope  to  answer 
many  questions  of  interest  to  the  public. 

A Look  Inside  comes  in  three  parts.  Part  I , "Guide  to 
PUC",  covers  the  Commission  in  broad  terms  and  describes  its 
functions,  powers,  structure  and  actions.  It  also  generally 
covers  how  consumers  can  file  complaints  about  utility  service 
and  how  the  PUC  sets  rates.  Part  II,  "Consumers  and  the  PUC", 
addresses  PUC  consumer  services,  consumer  protection  regulations 
and  complaint  procedures.  Part  III,  "Rate  Case  Companion", 
covers  utility  rate  increase  procedures,  rate  case  issues,  and 
how  the  public  can  take  part  in  rate  proceedings. 

Each  part  is  a self-contained  handbook  that  can  be  read 
and  used  separately,  depending  upon  the  needs  and  interests  of 
the  reader.  For  convenience,  however,  each  handbook  contains  an 
identical  directory  of  important  PUC  telephone  numbers  and 
addresses.  The  handbooks  also  contain  a Consumer’s  Referral 
Guide  which  describes  where  to  go  and  what  to  do  with  problems 
not  within  the  jurisdiction  of  the  PUC. 

Most  people  would  agree  that  the  Public  Utility  Commis- 
sion has  an  important  but  difficult  job  to  perform  that  is  not 
easily  explained  to  the  layperson.  Overall,  A Look  Inside  is  an 
attempt  to  make  the  Commission  more  understandable  and  accessible. 
It  is  written  in  'plain  English',  with  occasional  references  to 
laws  or  PUC  terms  to  assist  in  the  understanding  of  things. 
Also,  examples  are  given  where  this  would  help  the  reader  develop 
a practical  understanding  of  Commission  workings. 


Your  comments  and  suggestions  for  possible  improvements 
are  welcome;  we  encourage  you  to  use  the  questionnaire  in  the 
back  of  these  handbooks  for  this  purpose. 

In  short,  you  may  be  like  many  other  individuals  who 
wish  to  find  out  more  about  how  your  utility  rates  are  set  or  how 
you  can  initiate  and  proceed  with  a complaint  about  your  utility 
service.  You  may  also  wish  to  know  what  happens  at  the  PUC ' s 
Public  Meetings  or  how  to  gain  access  to  Commission  documents. 
If  so,  A Look  Inside  is  definitely  for  you. 


The  Commission 


Linda  C.  Taliaferro,  Chairman 

Michael  Johnson 

James  H.  Cawley 

Frank  Fischl 

William  Shane 


We  gratefully  acknowledge  that  this  hand- 
book was  written  by  Catherine  Sprague 
who  serves  on  the  staff  of  Commissioner 
Cawley.  Our  thanks  as  well  to  the  staff 
of  the  PUC  for  their  ideas,  assistance 
and  efforts  in  producing  the  handbook. 


INTRODUCTION 


If  you  have  a complaint  or  inquiry  about  your  utility 
service.  Consumers  and  the  PUC  is  written  for  you.  The  purpose 
of  this  handbook  is  to  acquaint  you  with  PUC  complaint  procedures. 
It  is  also  written  to  inform  you  of  your  rights  as  a utility 
consumer  and  answer  frequently  asked  questions  about  utility 
service . 


As  always,  there  are  proper  channels  and  procedures  to 
follow  when  dealing  with  a complaint  situation.  It  is  just  as 
important  to  know  WHERE  to  go  and  HOW  to  effectively  complain  as 
it  is  to  know  about  your  RIGHTS  in  the  first  place.  Consumers  and 
the  PUC  will  address  these  subjects.  It  explains  how  the  PUC  can 
resolve  complaints  about  utility  service.  It  will  take  you 
through  actual  complaint  situations  to  help  explain  certain 
rights  you  have  and  how  regulations  enforced  by  the  PUC  work. 

Although  public  confidence  in  the  ability  of  government 
agencies  to  assist  consumers  may  not  be  very  high,  you  may  dis- 
cover that  there  are  more  laws,  and  avenues  of  assistance  today 
than  you  originally  knew  about.  You  will  discover  that  certain 
procedures  which  seem  cumbersome  can  be  unraveled  and  made  to 
work  for  you.  Hearing  from  consumers  through  complaints  and 
making  complaints  COUNT  is  an  important  part  of  PUC  regulation. 

Complaints  from  consumers  count  in  several  different 
ways.  First,  a complaint  is  filed  with  the  PUC  to  correct  a 
problem  that  a consumer  may  have  with  a utility  company.  But 
complaints  also  help  the  PUC  to  ensure  that  utilities  are  com- 
plying with  various  PUC  rules.  This  helps  to  prevent  other 
consumers  from  having  a similar  problem. 

In  the  end,  everybody  should  benefit  when  consumers 
know  about  their  rights  and  responsibilities.  But,  the  burden  to 
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become  aware  and  to  be  informed  falls  on  the  consumer.  So,  in 
order  to  be  effective,  consumers  need  to  take  the  time  to  become 
informed.  We  hope  that  by  explaining  various  rights  and  respon- 
sibilities, as  well  as  complaint  procedures,  you  will  be  encour- 
aged to  come  to  the  PUC  when  this  becomes  necessary.  We  also 
hope  to  answer  many  questions  you  may  have  about  utility  service. 

Not  all  of  your  questions,  of  course,  can  be  covered 
here;  but  we  invite  you  to  write  the  Commission  with  questions 
still  unanswered  after  reading  this  handbook.  The  questionnaire 
in  Appendix  H can  be  used  for  this  purpose. 

QUIZ 

How  much  do  you  know  right  now  about  the  PUC  or  your 
rights  as  a utility  consumer?  We  have  prepared  a short  quiz  to 
test  your  current  knowledge  of  consumer  rights  and  PUC  procedures. 

1.  Payment  Arrangement  Yes  No 

"Is  there  a rule  that  says  you  have 
a right  to  make  a payment  arrange- 
ment with  your  utility  company  for 
an  overdue  bill?" 

2.  Mediation  of  Compiaint  ^ 

"Is  there  a rule  that  gives  you  the 
right  to  have  the  Public  Utility 
Commission  hear  and  consider 
problems  not  resolved  with  the 
utility  company?" 
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3.  Termination  of  Service  Yes  ^ 

"Is  there  a rule  that  a utility 
company  may  not  shut  off  your 
gas  service  for  an  overdue  bill 
without  notifying  you  first?" 

4.  Medical  Emergency  Yes  no 


"Can  a utility  company  shut  off 
your  service  for  an  overdue  bill 
if  a medical  emergency  requiring 
utility  service  exists  in  your 
home?" 


5.  Refunds  Yes  No 


"Can  the  PUC  order  the  utility 
company  to  make  refunds  to  you 
for  overbilling?" 

6.  Complaint  Use  Yes  No 


"Are  consumer  complaints  ever  used 
by  the  PUC  in  rate  case  investiga- 
tions (where  a utility  company  is 
asking  for  an  increase  in  its  rates?)" 

Legal  Representation  Yes  No 

"Is  a lawyer  required  to  repre- 
sent you  (as  an  individual  consumer), 
when  you  file  an  informal  or  formal 
complaint  with  the  PUC?" 
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Damages 


Yes 


No 


"Can  the  PUC  award  compensation  to 
you  for  damages  to  you  or  your 
property  caused  by  the  utility 
company?" 

9.  Investigations  Yes 


"Can  the  PUC  initiate  and  conduct  its 
own  investigation  into  poor  and  in- 
adequate service  of  a utility  company?" 

10.  Consumers  Joining  Together  Yes 


"Can  a group  of  consumers  file  a 
single  complaint  if  the  complaint 
is  about  similar  matters  and 
against  the  same  utility  company?" 

11.  Tenants  Yes 


"Are  tenants  protected  by  special 
rules  when  landlords  fail  to  pay 
utility  bills?" 

12.  Burden  of  Proof  Yes 


"Does  the  consumer  have  the  burden 
of  proof  to  demonstrate  that  his/her 
formal  complaint  about  poor  or  in- 
adequate service  is  justified?" 


•S0A  'ZT  -ssA  *11 
S3A  *01  -SSA  *6  -ON  *8  'on  'S0A  *9 

S3A  *5  -'ON  *f^  -30^  *£  'S0A  *3  'S0A  *T  :suoTg.S0n5  og 


No 


No 


No 


No 
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CHAPTER  1 


GETTING  ACQUAINTED  WITH  THE  PUC 

Congratulations!  If  you  correctly  answered  the  ques- 
tions in  the  Introduction,  you  are  well  informed.  But  you  may 
now  believe  that  consumer  complaints  about  utility  companies 
entail  fairly  obvious  answers  and  solutions.  It  is  true  that 
some  complaint  situations  are  clear  cut  in  nature  and  have  "yes" 
or  "no"  type  answers.  However,  there  are  always  complaints  which 
do  not  fit  into  this  category.  Complaints  often  require  investi- 
gation in  order  to  establish  the  facts.  Even  then,  a consumer's 
claim  or  legal  position  may  not  always  be  so  clear. 

One  thing  is  clear,  however.  The  PUC  has  the  legal 
authority  in  most  instances  to  settle  disputes  between  consumers 
and  utility  companies.  Over  the  years,  the  courts  have  carefully 
spelled  out  the  areas  of  jurisdiction  enabling  the  PUC  to  handle 
complaints.  To  really  become  more  knowledgeable  as  to  whether 
and  how  the  Commission  can  help  you,  it  is  necessary  to  first 
understand  more  about  the  PUC,  its  areas  of  jurisdiction  and  the 
kinds  of  utilities  which  it  actually  regulates. 

WHAT  THE  PUC  REGULATES 


Approximately  5,000  companies  are  regulated  by  the  PUC. 
These  companies  provide  an  extremely  diverse  set  of  services; 
electric,  natural  gas,  telephone,  water,  sewage  collection  and 
disposal,  and  steam  heat.  Also  regulated  by  the  PUC  are  many 
transportation-related  companies  including  trains,  buses,  taxi- 
cabs, ferries,  freight  forwarders,  and  airlines  (to  a limited 
extent) . 


The  chart  on  the  next  page  shows  the  types  of  companies 
that  are  PUC  regulated  and  the  number  of  companies  providing  each 
type  of  service. 
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Scope  of  PUC  Regulation 


Type  of  Company 
( "Fixed  Utilities" : ) 

Electric 

Natural  Gas 


Telephone 


Water  Municipal 
Private 


Sewer 

Steam  Heat 

Pipeline  Transmission:  Oil  and  Gas 


Number  of  Companies 

17 

61 

52 

79 

355 

70 

7 

8 


(Transportation  related  companies: ) 


Common  Carrier  (Trucking  Cos.) 

(available  to  the  public  at  large) 


Railroad 


2,577 


58 


Contract  Carrier  (Trucking  Cos.) 
(arranged  between  parties) 


475 
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Basically,  the  PUC  handles  complaints  against  all  those 
companies  it  regulates.  Different  Bureaus  in  the  PUC  have  respon- 
sibility for  handling  various  types  of  complaints.  For  example, 
complaints  about  rates  charged  by  taxi  companies  are  handled  by 
the  Bureau  of  Safety  and  Compliance.  Complaints  about  meter 
reading  practices  of  gas  companies  are  handled  by  the  Bureau  of 
Consumer  Services.  This  handbook  will  clarify  who  handles  which 
types  of  complaints.  (See  Appendix  A for  explanation  of  Bureaus 
and  Appendix  D for  PUC  structure.) 

First,  certain  basic  rules  and  exceptions  about  PUC 
regulation  may  be  helpful  at  this  point. 


EXCEPTIONS  TO  PUC  REGULATION 

Interstate  Service 

The  PUC  regulates  utility  service  which  is  provided 
within  the  state  of  Pennsylvania.  This  is  known  as  "intrastate" 
service.  Service  which  is  transacted  between  states  generally 
falls  within  the  jurisdiction  of  various  federal  agencies.  This 
is  known  as  "interstate"  service.  Therefore,  as  a rule  (excep- 
tions exist!),  your  complaint  must  involve  an  intrastate  service 
or  rate  problem  for  the  PUC  to  have  jurisdiction.  Otherwise,  you 
may  have  to  file  your  complaint  with  a federal  agency. 

Example : If  you  made  a telephone  call  between  Allen- 

town and  Lancaster,  the  charges  you  pay  are  determined  by  the 
PUC.  However,  if  you  called  between  Allentown  and  Los  Angeles, 
the  charges  you  pay  are  determined  by  the  Federal  Communications 
Commission,  a federal  agency  regulating  interstate  service. 
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Municipals  and  Cooperatives 

For  the  most  part,  the  utilities  that  are  regulated  by 
the  Public  Utility  Commission  and  shown  on  the  chart  are  Private , 
Investor-Owned  Companies,  owned  by  stockholders.  The  PUC  takes 
complaints  from  consumers  about  these  utility  companies. 

However,  there  are  many  utility  services  provided  and 
operated  in  Pennsylvania  by  local  governments  such  as  municipal 
utilities  and  municipal  authorities.  These  are  generally  not 
regulated  by  the  PUC.  However,  service  provided  by  a municipal 
utility  that  is  located  beyond  the  municipality's  corporate 
boundaries  does  come  under  PUC  regulation.  You  should  check  with 
the  PUC  to  determine  if  you  are  served  by  a municipal  utility 
under  PUC  jurisdiction.  Otherwise,  you  must  file  your  complaint 
with  the  local  government  body  or  municipal  authority.  As  a 
rule,  municipal  authorities,  as  distinct  from  municipal  utilities, 
are  not  PUC  regulated. 


Also,  there  are  other  utilities  which  provide  utility 
services  not  subject  to  PUC  jurisdiction.  Cooperatives , such  as 
the  rural  electric  cooperatives,  are  non-profit  corporations 
which  are  owned  by  the  customers  they  serve.  They  are  not  sub- 
ject to  PUC  rate  and  service  regulation.  The  PUC  does  not  handle 
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disputes  between  consumers  and  cooperatives.  It  settles  only 
boundary  disputes  between  investor-owned  utilities  and  cooper- 
atives . 


Miscellaneous 

Overall,  you  will  find  that  there  are  certain  other 
exceptions  to  PUC  regulation.  For  example,  although  the  PUC  sets 
rates  for  investor-owned  electric  companies  operating  nuclear 
power  plants,  the  licensing  and  safety  of  the  plant  are  overseen 
by  the  federal  Nuclear  Regulatory  Commission.  In  Appendix  C,  you 
will  find  a Consumer  Referral  Guide  which  lists  the  various 

’ ing  jurisdiction  over  these  and  other  areas  of 

consumers . 


MORE  ABOUT  COMPLAINTS 


Now  that  you  have  some  idea  of  what  the  PUC  does  and 


does  not  regulate,  you  may  wonder  about  complaints  themselves. 
Complaints  generally  fall  into  3 major  categories:  Service , 
Rates , and  Company  Practices . 

Complaints  About  Service 

When  you  turn  on  a light  or  turn  up  the  thermostat  on 
your  gas  furnace,  you  can  be  quite  certain  that  you  will  obtain 
light  and  heat.  Similarly,  when  you  pick  up  your  telephone  to 
place  a call,  you  should  hear  a dial  tone  which  enables  you  to 
make  calls. 


Much  of  what  the  PUC  does  in  its  day  to  day  activities 


is  to  ensure  that  the  consumer  obtains  service  that  is  reliable 
(continuous)  and  adequate  (of  sufficient  quantity  and  quality). 
The  Public  Utility  Code  (main  body  of  public  utility  law)  gives 
the  PUC  authority  to  require  utilities  to  provide  adequate, 
reliable  and  safe  service.  It  states,  for  example,  that: 
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Every  public  utility  shall  furnish  and  maintain 
adequate,  efficient,  safe  and  reasonable  service 
and  facilities,  and  shall  make  all  such  repairs, 
changes,  alterations,  substitutions,  extensions, 
and  improvements  in  or  to  such  service  and  facil- 
ities as  shall  be  necessary  or  proper  for  the 
accommodation,  convenience,  and  safety  of  its 
patrons,  employees,  and  the  public.  Such  service 
also  shall  be  reasonably  continuous  and  without 
unreasonable  interruptions  or  delay. . . . 

In  addition  to  the  Code,  the  PUC  enforces  regulations 
that  set  specific  standards  for  ensuring  that  customers  obtain 
reliable  and  adequate  utility  service.  Examples  are:  voltage 
levels  for  electric  service;  BTU  content  of  gas;  water  and  gas 
pressure  standards,  and  so  on.  Complaints  about  the  quality  of 
your  utility  service,  therefore,  do  fall  within  PUC  jurisdiction. 


If  your  complaint  concerns  the  reliability  or  adequacy 
of  service,  it  is  probably  best  to  contact  the  PUC ' s Bureau  of 
Consumer  Services.  But  you  should  first  contact  the  utility 
company  and  give  them  an  opportunity  to  resolve  the  complaint. 
If  you  are  not  satisfied  with  the  utility’s  actions  to  resolve 
your  complaint,  contact  the  PUC.  A representative  of  the  Bureau 
of  Consumer  Services  may  work  with  other  Bureaus  in  the  PUC  and 
the  utility  company  to  resolve  your  complaint. 


Contact:  Bureau  of  Consumer  Services 

Erie  - (814)  871-4342 
Harrisburg  - (717)  783-5239 
Philadelphia  - (215)  351-2100 
Pittsburgh  - (412)  565-5038 
(See  Appendix  B for  addresses  of  other 
PUC  regional  offices  which  may  be 
near  to  you) 

If  your  complaint  concerns  inadequate  service  with  a 
"motor  carrier"  (taxi,  bus,  moving  company,  etc.)  you  must  con- 
tact the  PUC's  Bureau  of  Safety  and  Compliance.  Its  district 
offices  located  throughout  the  state  will  receive  complaints  from 
consumers  about  motor  carriers. 
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Contact:  Bureau  of  Safety  and  Compliance 

Altoona  - (814)  946-7318 
Erie  - (814)  871-4342 
Harrisburg  - (717)  787-6381 
Philadelphia  - (215)  351-2512 
Pittsburgh  - (412)  565-3553 
Scranton  - (412)  961-4590 
(Note:  these  offices  also  accept 

complaints  about  motor  carrier 
rates  and  safety.  See  Appen- 
dix B for  addresses  of  district 
offices . ) 

Besides  enforcing  standards  for  adequate  and  reliable 
service,  the  PUC  is  responsible  for  ensuring  safe  service. 
Complaints  from  consumers  about  unsafe  utility  service  and  con- 
ditions . are  acted  upon  by  the  PUC ' s Bureau  of  Safety  and  Com- 
pliance in  a number  of  ways.  Generally,  an  investigation  is  made 
and  fines  imposed  if  necessary.  Consumers  are  sometimes  asked  to 
serve  as  witnesses  in  the  event  that  this  becomes  necessary. 
Natural  gas  explosions  and  leaks,  unsafe  taxis,  buses,  and  trucks 
are  just  some  examples  of  unsafe  conditions.  To  report  an  unsafe 
condition  related  to  utility  service,  contact  the  utility  com- 
pany immediately.  You  may  also  wish  to  notify  the  PUC  of  the 
problem.  To  do  so. 


Contact:  Bureau  of  Safety  and  Compliance 

Harrisburg  - (717)  787-6381 
(for  safety  complaints  on  electric, 
natural  gas,  telephone,  water  and 
sewage ) 

District  Offices  - (See  page  10) 
(for  safety  complaints  on  motor 
carriers ) 


Complaints  About  Rates 

You  may  ask,  "What  good  does  it  do  to  complain  about 
utility  rates?"  This  is  a question  that  deserves  answering.  It 
is  important  to  understand  at  this  point  that  rates  charged  by  a 
utility  company  to  consumers  are  set  by  regulation  of  the  PUC. 
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These  rates  cannot  be  changed  except  by  permission  of  the  Commis 
sion  or  ruling  of  the  courts. 


Sometimes,  however,  the  PUC  will  initiate  on  its  own 
motion  an  investigation  into  existing  rates  of  a utility.  This 
could  be  as  a result  of  numerous  complaints  from  consumers  about 
the  poor  quality  of  utility  service.  The  existing  rates  of  the 
company  may  be  adjusted  downwards  and  refunds  ordered  if  this 
action  is  warranted  upon  investigation  by  the  Commission. 


Example : The  PUC  recently  ordered  refunds  to  customers 

of  a small  water  company  which  was  providing  inadequate  service. 
Purvin  v.  Shavertown  Water  Company,  C-79030796  (the  PUC  docket 
number).  Order  adopted  May  21,  1982.  The  problem  in  the  Shaver- 
town  case  was  unreasonably  low  water  pressure  (below  Commission 
standards ) and  extended  outages . Although  customers  were  metered 
and  charged  only  for  the  water  they  actually  used,  the  PUC  was 
concerned  that  the  low  water  pressure  meant  the  service  was  of 
less  value  than  if  the  system  were  adequate.  Therefore,  the  PUC 
ordered  refunds  based  on  the  ratio  of  actual  system  pressures  to 
PUC  minimum  standards  (10.15%). 


Complaints  about  utility  rates,  however,  need  not 
necessarily  be  tied  to  the  company's  quality  of  service.  A 
complaint  may  occur  as  a protest  about  the  rate  itself  or  the  way 
in  which  the  rate  structure  is  designed.  (Rate  structure  refers 
to  the  price(s)  for  various  usages  or  amounts  consumed  by  a 
consumer.  Usually,  rate  structures  are  designed  so  that  a certain 
portion  of  fixed  costs  of  providing  service  are  recovered  up 
front.  Increasing  consumption  usually  results  in  paying  less  per 
units  of  consumption. ) 


Complaints  about  a utility  company's  existing  rates  or 
rate  structure  must  have  some  basis  to  support  the  complaint. 
Since  the  PUC  has  already  approved  these  rates,  they  are  deemed 
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to  be  legal  and  reasonable.  The  burden  of  proof,  therefore, 
rests  on  you  as  complainant  to  show  otherwise. 

But  if  there  is  some  question  that  you  are  paying  an 
improper  rate,  a Commission  staff  person  will  check  the  company's 
tariff,  or  the  PUC  approved  rates  for  your  class  of  customer. 
(See  Appendix  F for  an  explanation  of  a tariff. ) Sometimes 
mistakes  are  discovered  where  consumers  have  been  charged  an 
incorrect  rate,  such  as  a rate  for  another  class  of  customer. 
Also,  there  have  been  occasions  where  a company  fails  to  properly 
interpret  a tariff,  resulting  in  incorrect  charges  to  the  con- 
sumer. Should  you  wish  to  make  a complaint  about  your  existing 
rates,  it  is  best  to  contact  the  Bureau  of  Consumer  Services.  If 
the  charges  are  found  to  be  correct,  however,  but  you  believe  the 
existing  rates  to  be  unjust  or  unreasonable,  this  may  entail 
filing  a formal  complaint.  This  procedure  is  explained  in 
Chapter  3 . 


Complaints  About  Company  Practices 


A very  large  number  of  complaints  from  consumers  con- 
cern billing,  credit  practices,  and  terminations.  The  list  might 
include : 


billing  for  service  not  in  your  name 
unauthorized  charges  on  bill 
unusually  high  bill 
inaccurate  meter 

unacceptable  payment  arrangement 
termination  of  service  without  proper  notice 


These  complaints  are  investigated  by  the  Bureau  of 


Consumer  Services  of  the  PUC.  A very  specific  informal  complaint 
procedure  applies  to  these  types  of  complaints.  This  is  dis- 
cussed in  a separate  chapter  (see  Chapter  2)  because  of  the 
detailed  nature  of  the  subject. 
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SUMMARY 


Overall,  it  is  your  right  to  file  a complaint  with  the 
PUC  regarding  inadequate  or  unsafe  utility  service,  utility  rates 
or  company  practices.  To  do  so,  simply  write  or  telephone  the 
PUC  regional  or  district  office  that  serves  your  geographic  area. 
Your  complaint  will  be  investigated  by  the  appropriate  Bureau  and 
you  will  be  informed  of  the  results  of  the  investigation.  If  not 
satisfied,  you  may  then  wish  to  file  a formal  complaint.  This  is 
a legal  proceeding  in  which  you  present  to  a PUC  Administrative 
Law  Judge  facts  on  the  issues  raised  in  your  complaint.  (This 
procedure  is  explained  in  Chapter  3.) 


Consumers,  Remember: 

First,  complain  to  the  utility. 

If  that  doesn't  work,  contact 
the  PUC. 

File  an  informal  complaint. 

If  that  doesn't  work,  consider 
filing  a formal  complaint. 


OTHER  THINGS  TO  REMEMBER 

1.  The  PUC  has  no  authority  to  award  you  money  for  in- 
juries to  you  or  damage  to  your  property  caused  by  the 
utility  company.  For  example,  if  your  appliances  are 
damaged  by  a sudden  electrical  power  surge,  you  must 
seek  compensation  for  your  losses  in  the  courts.  In. 
most  instances,  however,  it  will  be  necessary  to  first 
file  a formal  complaint  with  the  PUC  in  order  to  deter- 
mine that  inadequate  or  unsafe  service  in  fact  existed. 
With  such  a decision  made  by  the  PUC,  you  may  then  go 
to  the  courts  and  file  a suit  to  collect  your  losses. 
(Refer  to  the  Consumer  Referral  Guide  in  Appendix  C, 
#9,  for  more  information  on  money  damages.) 
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The  PUC  has  the  authority  to  order  refunds  in  instances 
where  a consumer  has  been  overbilled.  And  if,  once  you 
file  your  complaint,  the  overcharge  is  discovered  to 
have  been  occurring  for  several  years,  the  PUC  can  go 
back  as  far  as  four  years  from  the  date  of  the  complaint 


and  order  the  utility  to  refund  overcharges. 


CHAPTER  2 


CONSUMER  SERVICES  AND  INFORMAL  COMPLAINTS 

The  Bureau  of  Consumer  Services  has  primary  responsi- 
bility for  handling  complaints  about  billing,  metering,  credit 
practices,  terminations,  and  the  like.  Each  year,  approximately 
25,000  consumers  in  Pennsylvania  contact  the  PUC  Bureau  of  Con- 
sumer Services  with  questions  or  complaints  about  these  matters. 
The  result  is  that  consumers  realize  substantial  savings  because 
they  frequently  receive  reductions  in  bills  that  were  somehow 
erroneous.  Consumers  also  frequently  obtain  more  favorable 
payment  arrangements  on  overdue  bills,  improved  service  from  the 
utility  company,  or  some  other  resolution. 

The  Bureau  of  Consumer  Services  maintains  statistics  on 
utility  companies  to  determine  the  total  number  of  complaints 
against  each  utility.  In  some  instances,  complaints  filed  by 
consumers  with  the  PUC  are  used  in  rate  case  investigations  In 
which  a company  has  asked  for  an  increase  in  its  rates.  Re- 
cently, representatives  from  the  Bureau  of  Consumer  Services  used 
data  from  complaints  to  testify  about  a particular  utility  com- 
pany's compliance  with  certain  regulations  and  how  well  the 
company  is  managed.  As  a result  of  this  activity,  fines  have 
been  imposed  on  some  utilities. 

COMPLAINTS  COUNT 


The  Bureau  of  Consumer  Services  (BCS)  maintains  4 re- 
gional offices  throughout  the  state  in  the  cities  of  Erie,  Harris 
burg,  Philadelphia  and  Pittsburgh.  (See  Appendix  B for  the 
addresses  and  telephone  numbers.)  Altogether,  approximately 
40  individuals  work  for  the  Bureau  of  Consumer  Services  and 
perform  different  consumer-related  duties.  These  include: 
complaint  handling;  mediation  of  service  termination  situations; 
consumer  education;  monitoring  compliance  of  utilities  with  PUC 
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consumer  protection  regulations;  and  research.  According  to 
survey  studies,  77%  of  consumers  who  utilized  the  complaint 
handling  service  of  the  Consumer  Services  Bureau  received  help 
that  they  were  very  satisfied  with,  and  more  than  44%  reported 
getting  more  help  from  the  PUC  than  expected.* 

HOW  INFORMAL  COMPLAINTS  WORK  IN  BCS 


A very  specific  procedure  must  be  followed  when  filing 
an  informal  complaint  with  the  Bureau  of  Consumer  Services  regard- 
ing billing,  credit,  and  termination  practices.  The  procedure  is 
spelled  out  below  step  by  step.  This  procedure  applies  to  all 
electric,  natural  gas,  telephone,  water,  sewage,  and  steam  heat 
companies.  Examples  of  complaint  situations  follow  the  discussion. 


Learn  The  R ules 


Exercise  Your  Rights 


Call  For  Help 


If  you  have  a complaint  and  have  already  contacted  the 
utility  company  but  are  not  satisfied  with  the  company's  response, 
tell  them  that  the  matter  is  not  resolved  to  your  satisfaction. 

At  this  point,  the  incruiry  you  make  to  the  utility  company  be- 

comes a dispute.  There  is  a three-step  process  for  handling 
these  disputes  which  involve  you,  the  utility  company,  and  the  PUC. 


*ResidentiaI  Utility  Consumer  Payment  Problems.  A Study 

of  Customer,  Company  and  PUC  Interactions.  The  Pennsylvania 
State  University,  Community  Development  Program,  University 
Park,  Pa.,  Volumes  I-III,  (1982). 
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Steps  of  the  Dispute  Process 

Here  are  the  steps  of  the  dispute 

Drocess,  which  must  be  followed  in  order. 



■ Step  1.  Filing  A Dispute  With  The 
I Utility  Company. 

The  company  must  respona  to 
your  dispute  within  30  days.  In  answering 
your  dispute,  the  company  must  provide  you 
with  all  the  information  necessary  for 


make  a decision  on  whether  you  need  to  proceed  further  with  the 
matter.  This  includes  informing  you  of  all  related  company  rules 
(tariffs).  The  utility  company  can  also  provide  you  with  a 
statement  of  your  account  including  payments  and  meter  readings. 
Meter  test  results  and  any  other  information  related  to  your 
dispute  should  also  be  included  when  appropriate.  In  addition, 
the  company  must  tell  you  of  your  right  to  register  a further 

complaint  with  the  PUC  and  how  to  do  this.  You  may  request  all 
of  this  information  by  asking  for  a written  utility  company  report 


Within  a period  of  10  days  after  the  utility  company 
answers  your  dispute,  you  should  file  an  informal  complaint  with 
the  PUC.  Simply  write  or  call  the  regional  office  of  the  PUC's 
Bureau  of  Consumer  Services  serving  your  area  (the  addresses  and 
telephone  numbers  are  contained  in  Appendix  B). 

( Important;  If  you  have  a complaint  about  terminations , see 
pages  44-49.) 


The  Bureau  of  Consumer  Services  will  need  your  name, 
the  service  address,  the  account  number,  the  name  of  the  utility 
company,  a description  of  your  problem,  what  action  the  utility 
company  took,  and  what  action  you  are  seeking. 
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The  Bureau  of  Consumer  Services  staff  will  review  the 
complaint  and  hold  further  investigations.  The  Bureau  will  try 
to  reach  a satisfactory  agreement  between  you  and  the  utility 
company.  Nearly  all  complaints  are  resolved  at  this  point.  This 
may  involve  a more  reasonable  payment  arrangement  or  corrected 
bill. 


If  no  agreement  can  be  reached  between  you  and  the 
utility  company  through  mediation,  the  Bureau  of  Consumer  Ser- 
vices staff  will  then  arbitrate  your  complaint  (make  a binding 
decision)  based  upon  the  facts  presented  by  you  and  the  company. 
The  decision  may  or  may  not  be  initially  what  you  had  asked  for 
or  what  the  utility  company  was  willing  to  do.  It  may  be  a 
settlement  that  is  somewhere  in  the  middle.  If  the  utility 
company  has  violated  the  law,  the  decision  will  require  the 
company  to  comply  with  the  law. 


The  Bureau  will  notify  you  of  its  decision  ana  offer  to 
send  you  a written  report  of  its  decision.  This  decision  can  be 
appealed  by  either  you  or  the  utility  company.  Should  you  decide 
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to  do  so,  you  must  appeal  within  10  days  of  the  date  on  the 
decision  notice  to  you.  The  appeal  automatically  takes  the  form 
of  a formal  complaint.  This  procedure  is  covered  in  Chapter  3. 


Protection  During  the  Dispute  Process 

During  a dispute,  the  utility  company  may  not  shut 
off  your  service  for  non-payment  of  the  portion  of 
the  bill  in  question.  However,  you  are  still  re- 
sponsible for  paying  all  charges  which  are  not 
being  disputed  as  well  as  ongoing  bills. 


ELECTRIC  CASE  STUDY 


Customer  Position 

A consumer  received  a one-time  high  bill  for  $850.00  in 
March,  1984.  The  utility  company  stated  the  bill  was  correct 
since  the  meter  tested  within  permitted  tolerances.  (The  Commis- 
sion sets  standards  for  meters  and  requires  utilities  to  install 
only  tested  meters.)  The  home  was  heated  with  electric  heat. 
This  consumer,  however,  was  on  budget  billing  of  $150.00  monthly 
and  never  received  a bill  this  high  in  the  past. 

Report  of  Bureau  of  Consumer  Services  Investigation 

Although  all  bills  had  been  actual  readings, 
the  bill  in  question  was  considerably  higher  than  any 
prior  or  subsequent  bills.  However,  there  was  no  change 
in  the  number  of  occupants  or  addition  of  electrical 
appliances  to  the  home.  The  customer  also  had  shown  a 
consistent  conservative  pattern  of  usage  based  on  his 
potential  for  electric  consumption.  Yet,  a meter  test  by 
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the  company  at  the  time  of  the  initial  complaint  showed  the 
meter  to  be  accurate. 

As  a result  of  the  investigation,  the  bill  in  dispute 
was  lowered  to  the  level  of  prior  history. 

Review  of  Customer  and  Company  Position 

Commission  case  history  (from  previous  complaints)  has 
established  criteria  by  which  to  measure  one-time  abnormally  high 
bills  to  determine  if  a credit  or  refund  is  justified.  This  is 
known  as  the  "Waldron”  rule.  In  this  case,  the  customer  satisfied 
the  criteria  of  the  Waldron  rule.  Therefore,  it  was  the  opinion 
of  Consumer  Services  that  the  company  should  have  given  the 
appropriate  adjustment  without  Commission  intervention.  (Note: 
Not  all  abnormally  high  bill  complaints  satisfy  the  Waldron  rule. 
They  must  be  decided  on  a case  by  case  basis.) 


GAS  CASE  STUDY 

Customer  Position 


A consumer  received  a high  monthly  bill  from  the  gas 
company  for  $423.58  for  605  ccf's  (a  ccf  is  one  hundred  cubic 
feet).  The  consumer  read  her  meter  and  supplied  the  company  with 
her  readings,  as  permitted  under  PUC  rules.  The  consumer  stated 
that  after  receipt  of  the  bill,  she  called  the  company  for  an 
explanation.  The  company  claimed  it  was  as  a result  of  fourteen 
months  of  estimates  (or  customer  supplied  readings)  which  were 
too  low.  The  company  stated  that  the  bill  had  to  be  paid  all  at 
once . 
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Report  of  Bureau  of  Consumer  Services  Investigation 


The  high  bill  was  in  fact  the  result  of  four- 
teen months  of  estimated  bills.  When  the  high  bill  was 
averaged  into  the  estimates,  the  consumption  was  in  line 
with  prior  history.  The  company  did  not,  however,  offer 
payment  arrangements  to  the  consumer.  In  addition,  the 
company  failed  to  review  the  reasons  for  the  make-up  bill 
either  prior  to  the  bill  being  rendered,  or  at  the  time  it 
was  rendered. 


An  informal  decision  by  Consumer  Services  was 
issued  stating  that  the  bill  was  correct  as  rendered. 
However,  the  consumer  was  permitted  to  pay  the  $423.58  at 
$30.25  per  month,  plus  current  bills  without  any  late  pay- 
ment charges . 


Review  of  Customer  and  Company  Positions 


Although  the  bill  was  determined  to  be  correct,  the 
company  failed  to  follow  PUC  regulations  in  several  areas.  They 
were : 


To  obtain  an  actual  reading  once  a year.  (When  a 
consumer  supplies  the  utility  with  meter  readings, 
the  utility  must  still  read  the  meter  once  a year. 
Otherwise,  the  company  must  take  an  actual  reading 
at  least  every  6 months . ) 


/ 

✓ 


To  review  a make-up  bill  with  the  customer  prior 
to  or  at  the  time  the  large  bill  was  rendered. 

To  offer  a repayment  period  at  least  as  long  as 
the  bill  accumulated,  without  penalty  charges. 


********** 
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These  case  histories  demonstrate  common  complaints  and 
ways  in  which  the  PUC  can  help.  Certainly,  if  your  complaint  is 
not  resolved  to  your  satisfaction,  you  will  be  advised  of  your 
option  to  pursue  the  matter  through  the  formal  complaint  pro- 
cedure. However,  in  the  vast  majority  of  cases,  consumers  do 
obtain  satisfactory  results  through  the  informal  complaint  pro- 
cedure . 
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CHAPTER  3 


FORMAL  COMPLAINTS 


The  formal  complaint  procedure  is  entirely  different 
from  all  other  complaint  procedures  of  the  PUC  and  involves 
relatively  strict  procedures  at  every  step  of  the  way.  Formal 
complaints  can  be  filed  by  consumers  for  a number  of  different 
purposes.  But  in  all  instances  the  filing  of  a formal  complaint 
involves  a legal  proceeding.  This  means  you  and  the  utility  will 
be  required  to  present  facts  on  issues  raised  in  your  complaint 
to  a PUC  Administrative  Law  Judge.  This  should  not  deter  you 
from  filing  a complaint,  however.  Consumers  have  been  successful 
in  prosecuting  their  positions  and  receiving  favorable  decisions 
on  formal  complaint  proceedings. 

You  may  file  a formal  complaint  as  a result  of: 


an  appeal  of  a decision  on  an  informal  complaint 
that  you  filed  with  Consumer  Services,  and  which 
you  believe  was  resolved  unsatisfactorily.  Appeals 

from  the  informal  complaint  procedure those 

dealing  with  billing,  credit,  and  termination 
matters must  occur  within  10  days. 

or 


a complaint  about  existing  service  or  rates  with- 
out first  having  utilized  other  complaint  handling 
mechanisms  of  the  PUC.  It  is  strongly  recommended, 
however,  that  you  utilize  existing  complaint 
handling  mechanisms  prior  to  filing  a formal 
complaint.  If  you  do  (utilize  these  complaint 
handling  mechanisms)  and  are  not  satisfied  with 
the  .outcome,  you  may  of  course  file  a formal 
complaint.  No  deadlines  exist  (except  in  the 
instance  as  mentioned  above! ) to  file  a formal 
complaint. 
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or 


your  decision  to  intervene  in  a rate  case  investi- 
gation where  a company  is  asking  for  a change  in 
its  existing  rates.  This  procedure  is  different 
from  complaining  about  your  service  or  existing 


rates,  and  is  covered  in  Part  III,  "Rate  Case 
Companion",  another  handbook  in  this  series  of 
consumer  guides.  However,  if  your  basic  purpose 
is  to  inform  the  Commission  of  your  objection  to  a 
company's  proposed  rate  increase,  you  need  not 
necessarily  file  a formal  complaint.  A letter 
from  you  will  be  considered  by  the  Commission  as 
an  informal  complaint  and  as  an  objection  to  the 
rate  increase.  Address  your  letter  to  the  Secre- 
tary of  the  PUC  (see  address  on  page  26). 


FORMAL  COMPLAINTS  STEP  BY  STEP 


step  1 . - Filling  out  the  Complaint  Form 

The  PUC  requires  individuals  who  file  formal  complaints 
to  fill  out  a special  complaint  form.  A sample  complaint  form, 
together  with  instructions  and  an  affidavit  (a  sworn  statement), 
are  contained  in  Appendix  E.  Complaint  forms  can  be  obtained  by 
contacting  the  Secretary's  Bureau  of  the  PUC.  When  you  receive 
the  complaint  form,  read  the  instruction  package  carefully . 
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Contact: 


Secretary 

Pennsylvania  Public  Utility  Commission 

P.O.  Box  3265 

North  Office  Building 

Harrisburg,  PA  17120 

(717)  787-2395 


Step  2 . - Judge  Assigned,  Hearing  Held  & Decision  Issued 

After  the  form  has  been  returned  and  the  PUC  obtains  a 
response  by  the  utility,  the  case  is  usually  assigned  to  a PUC 
Administrative  Law  Judge  (ALJ).  Administrative  Law  Judges  are 
attorneys  skilled  in  administrative  and  utility  law.  The  ALJ 
will  usually  then  schedule  a hearing,  which  you  must  attend  or 
else  have  an  attorney  attend  for  you.  Sometimes  telephonic 
hearings  (heard  on  the  telephone)  are  arranged  to  eliminate  the 
need  for  travel  and  appearances  at  the  hearing  by  you,  witnesses, 
and  the  utility  company. 

All  parties  must  be  represented  at  hearings  held  on 
formal  complaints.  It  is  important  to  understand  that  the  PUC 
does  not  represent  you  in  formal  complaint  proceedings.  This 
means  that  if  you  file  a formal  complaint,  you  must  be  prepared 
to  attend  or  have  an  attorney  appear  on  your  behalf  to  question 
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your  witnesses  and  any  other  witnesses  who  may  be  present.  If 
you  fail  to  appear,  your  complaint  may  be  dismissed.  Although 
individuals  may  appear  on  their  own  behalf  (YOU  MAY  REPRESENT 
YOURSELF),  other  parties  (corporations,  associations,  partner- 
ships, similar  organizations,  and  all  persons  who  are  not  rep- 
resenting themselves)  must  be  represented  by  attorneys  at  law. 

(In  certain  types  of  formal  complaints,  a non-attorney  may  rep- 
resent an  individual,  as  allowed  by  the  PUC. ) 

If  you  decide  to  file  a formal  complaint  and  you  are 
not  represented  by  an  attorney,  you  may  want  to  familiarize 
yourself  with  the  rules  and  legal  procedures  for  these  types  of 
hearings.  You  should  principally  be  concerned  with  Title  52  of 
the  Pennsylvania  Code,  Chapters  1,  3 and  5.  Although  it  is  not 
necessary  to  read  these  rules  in  order  to  file  a formal  com- 
plaint, you  will  be  better  prepared  for  presenting  your  complaint. 
Title  52  of  the  Pennsylvania  Code  of  Regulations  is  available  in 
most  county  law  libraries  and  in  Commission  regional  offices. 

At  the  hearing,  you  will  have  an  opportunity  to  present 
your  case.  You  may  present  evidence,  have  witnesses  appear  on 
your  behalf  and  cross-examine  the  utility  company.  You  may  also 
be  cross-examined  yourself  by  the  company  or  the  ALJ . 
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Don’t  Come  Unprepared  Come  Prepared 

Ultimately,  the  ALJ  who  presides  at  the  hearing  decides  the  merit 
of  your  complaint.  The  ALJ  must  spell  out  any  legal  considerations 
in  deciding  for  or  against  you  on  specific  issues  that  you  raise. 

To  do  so,  the  ALJ  issues  an  "Initial  Decision",  which  is  sent  to 
you,  the  utility,  and  to  all  PUC  Commissioners. 

Step  3 . - Filing  of  Exceptions  to  Decision 

Upon  receipt  of  a copy  of  the  ALJ's  Initial  Decision, 
you  and  the  utility  can  file  "Exceptions".  You  would  do  this 
where  you  had  certain  disagreements  with  the  Initial  Decision. 
These  must  be  filed  on  time,  so  pay  special  attention  to  the  in- 
structions and  deadlines  stated  on  all  letters  received  by  you 
from  the  PUC.  Exceptions  are  then  reviewed  by  the  Administrative 
Law  Judge  who  must  make  a "Ruling  on  Exceptions"  within  30  days. 

A copy  of  the  Ruling  on  Exceptions  is  sent  to  you,  the  utility, 
and  the  Commissioners  of  the  PUC.  It  spells  out  the  ALJ's  posi- 
tion on  all  Exceptions  filed. 
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step  4.  - Appeals  and  PUC  Review 

You  may  respond  to  and  appeal  the  Ruling  on  Exceptions 
of  the  ALJ  to  the  full  body  of  Commissioners.  The  Commissioners 
may  also  elect  to  change  or  modify  the  Initial  Decision  or  the 
Ruling  on  Exceptions  of  the  ALJ  independent  of  your  appeal  or  in 
the  absence  of  an  appeal.  Actually,  at  several  points  along  the 
formal  complaint  procedure,  the  Commissioners  of  the  PUC  may  ask 
for  review  of  your  complaint  whether  or  not  you  appeal  to  them. 
You  will  be  advised  if  this  is  the  case.  (See  the  diagram  at  the 
conclusion  of  this  chapter  for  a schematic  explanation  of  the 
formal  complaint  process.) 


If  two  PUC  Commissioners  request  review  of  your  com- 
plaint, it  will  go  before  the  full  body  of  PUC  Commissioners. 


THE  FIVE  CHAIRS,  shown  above,  are  representative  of  the  five  members  who  make  up  the  PUC.  The  full  time  members  are 
appointed  by  the  Governor  and  confirmed  by  a two-third  vote  of  the  Senate.  Members  are  appointed  for  staggered  10-year  terms, 
and  the  Governor  designates  a chairman. 


This  could  result  in  a change  in  the  outcome  of  the  ALJ's  Decision, 
whether  or  not  such  a change  is  beneficial  to  you.  A majority 
vote  of  Commissioners  is  required  to  alter  the  Initial  Decision 
or  Ruling  on  Exceptions  of  an  ALJ.  (The  vote  occurs  at  the  PUC ' s 
regular  meetings,  usually  held  weekly  and  which  are  always 
open  to  the  public.)  Otherwise,  the  Recommended  Decision  or 
Ruling  on  Exceptions  of  the  ALJ  becomes  effective  by  operation 

of  law. 
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Sometimes,  however,  parties  will  "settle"  their  differ- 
ences at  various  points  along  the  formal  complaint  procedure. 
(This  usually  short  cuts  the  procedure  and  is  sometimes  encouraged 
by  the  ALJ  where  differences  between  parties  are  minor.) 

But,  if  you  are  not  satisfied  with  the  Commission's 
decision,  after  filing  exceptions  or  after  the  Commissioners  have 
changed  a previous  decision,  you  still  have  several  recourses. 
You  may  petition  the  PUC  to  "reconsider"  or  "rehear"  your  com- 
plaint. Ultimately,  you  may  also  appeal  to  the  Commonwealth 
Court  of  Pennsylvania. 

IMPORTANT  POINTS  ABOUT  TORMAL  COMPLAINTS 

1.  Formal  complaints  are  heard  "de  novo",  meaning 
nothing  previously  determined  in  informal  complaint  investiga- 
tions may  be  used  in  the  formal  complaint  proceeding. 

2.  Two  or  more  individuals  or  groups  may  join  in  one 

complaint,  the  complaint  is  against  the  same  utility  and 

involves  similar  matters. 
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3.  The  burden  of  proof  rests  with  the  person  filing 
the  formal  complaint.  If  you  file  the  complaint,  the  burden  is 
on  you  to  prove  your  case.  (An  exception  is  where  you  file  a 
formal  complaint  against  a proposed  rate  increase.  The  burden 
here  is  always  on  the  utility. ) Also,  the  burden  will  be  on  the 
utility  if  the  PUC,  on  its  own  motion,  files  a complaint  against 
the  company  for  inadequate  service.  Your  complaint,  in  such 
event,  would  be  consolidated  (joined)  with  the  PUC ’ s complaint. 

4.  All  testimony  at  the  hearing  is  transcribed  by  a 
court  reporter  or  tape  recorded.  It  is  "on  the  record"  testimony 
which  is  used  by  the  Administrative  Law  Judge  in  determining  the 
validity  of  your  complaint. 

5.  As  long  as  you  continue  to  pay  all  undisputed 
bills  your  service  cannot  be  terminated  by  the  utility  during  the 
formal  complaint  process. 

HHAL  BITS  OF  INFORMATION 

1.  Although  the  PUC  prefers  that  formal  complaints 
about  a utility’s  service  and  its  rates  be  filed 
separately  (on  two  separate  forms),  the  PUC  will 
sometimes  accept  the  complaints  as  one  complaint 
and  hear  them  together. 

2.  If  you  and  many  others  file  complaints  for  poor 
service,  for  example,  and  the  company  has  a request 
for  a rate  increase  pending,  these  complaints  are 
sometimes  consolidated  by  the  PUC  with  the  rate 
proceeding  (heard  at  the  same  time).  More  about 
this  subject  is  contained  in  Part  III,  "Rate  Case 
Companion" . 
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3.  On  occasion,  the  Law  Bureau  and  other  Bureaus  of 
the  PUC  will  intervene  and  participate  in  a formal 
complaint  proceeding.  This  does  not  mean,  however, 
that  they  will  represent  you  or  your  point  of 
view.  The  Law  Bureau  may  intervene  when  it  be- 
lieves an  important  set  of  circumstances  warrants 
PUC  intervention  to  protect  the  public  interest. 


4.  Finally,  as  mentioned  in  Chapter  2,  the  PUC  cannot 
award  money  damages  for  injuries  to  you  or  damage 
to  your  property  caused  by  the  utility  company. 

(See  the  Consumer  Referral  Guide  at  Appendix  C,  #9, 
for  more  information. ) 

COHCLUSIOH 

As  you  probably  realize,  filing  a formal  complaint  is  a 
serious  undertaking  and  should  only  be  pursued  where  other  alterna 
tives  have  already  been  exhausted.  You  may  wish  to  contact  the 
Office  of  Consumer  Advocate  (OCA)  to  obtain  its  possible  involve- 
ment or  assistance  in  the  formal  complaint  proceeding.  The 
Office  of  Consumer  Advocate  generally  represents  utility  rate- 
payers in  rate  case  proceedings;  however,  OCA  on  occasion  pro- 
vides legal  assistance  or  representation  in  certain  types  of 
service  complaint  proceedings  and  billing  disputes.  (See  #5, 
Consumer  Referral  Guide,  Appendix  C,  for  more  information  on 
OCA.  ) 


Also,  the  PUC  itself  may  launch  its  own  complaint  and 
investigation  against  a utility  company  for  failure  to  provide 
adequate  or  safe  service.  The  PUC  may  do  this  when  it  believes 
there  is  evidence  of  widespread  failure  by  the  utility  company  to 
comply  with  PUC  regulations  governing  adequate  or  safe  service. 
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More  information  about  the  formal  complaint  procedure 
can  be  obtained  from: 


Secretary's  Bureau 
Public  utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 
^ (717)  783-1740 

Si 


formal  complaint  procedure 


Your  complaint,  after  the  hearing  and  the  "Initial 
Decision"  of  the  ALJ,  is  sent  to  you,  the  utility 
and  the  PUC  Commissioners.  The  flow  chart  shows 
the  steps  of  the  formal  complaint  procedure.  "Parties 
(consumer  and  the  utility)  appear  on  the  left  side 
while  PUC  Commissioners  appear  on  the  right  side. 


PARTIES 

(you  and 
the  utility) 
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CHAPTER  4 


CONSUMER  RIGHTS  & RESPONSIBILITIES 


Consumers  of  PUC  regulated  utilities  have  certain 
rights.  What  exactly  are  these  rights?  Check  the  list  below  for 
a quick  summary  and  read  Chapter  4 for  a more  complete  description 

HIGHLIGHTS  OF  CONSUMER  RIGHTS  FOR  IN-HOME  UTILITY  SERVICES 
(Gas,  Electric,  Telephone,  Water,  Steam  and  Sewage) 


it 

★ 

★ 

★ 

★ 

★ 

★ 

★ 


A special  emergency  hotline  for  termination  of 
service 


Protections  for  prompt  service  connection 
Notice  requirements  for  termination  of  service 


Special  protections  for  those  with  a medical 
condition  requiring  service 


Protections  for  tenants  whose  landlords  fail  to 
pay  utility  bills 


Rules  about  when  deposits  are  permitted,  how  much 
a utility  may  charge  and  when  it  must  be  refunded 


Rules  for  establishing  equitable  payment  arrange- 
ments on  overdue  bills 


Rules  for  backbilling,  budget  billing  and  esti- 
mated billing 


Rules  for  utility  companies  advising  you  of  your 
right  to  come  to  the  PUC  if  not  satisfied  with  the 
utility's  handling  of  the  complaint 


Rules-  for  utility  companies  which  require  that 
they  make  available  to  you  once  a year  a publi- 
cation advising  you  of  your  rights  and  respon- 
sibilities 
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CONSUMER  RIGHTS  & RESPONSIBILITIES 


This  discussion  draws  from  a series  of  regulations 
from  Chapter  56  and  Chapter  64  of  Title  52  of  the 
Pennsylvania  Code.  If  you  need  further  information 
you  should  refer  to  the  regulations  themselves. 
Also,  PUC  interpretation  of  these  rules  and  how 
they  apply  to  individual  circumstances  is  an 

important  element  in  determining  a consumer's 

actual  legal  rights. 

Additionally,  certain  parts  of  this  discussion  may 
not  apply  to  local  telephone  service.  Such  sections 
have  been  so  denoted.  Finally,  new  rules  that 
protect  consumers  as  customers  of  their  local 
telephone  companies  went  into  effect  January  1, 
1985.  However,  some  telephone  companies  may  ask 
for  a waiver  or  time  to  implement  certain  sections 
of  the  new  regulations.  Consult  with  the  Bureau 
of  Consumer  Services  of  the  PUC. 


How  Is  Your  Utility  Bill  Figured? 


Your  utility  has  the  responsibility  to  mail  you  a bill 


for  your  gas,  electric  and  telephone  service  once  a month.  This 
bill  will  be  based  on  either  a meter  reading  or  an  estimation. 


Water  companies  have  the  responsibility  to  send  you  a 


bill  for  service  every  three  months.  This  bill  should  be  based 
on  a meter  readinr 


The  Utility  Meter  & Meter  Readings  - (Not  applicable  to  phone 
companies ) 
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At  least  every  other  billing  period  (28-32  days),  meter 
readers  are  scheduled  to  read  the  meter  at  your  residence.  Meter 
readers  and  utility  servicemen  carry  identification,  which  you 
may  ask  to  see  for  your  protection. 

The  meter  is  the  property  of  your  utility  company.  You 
are  legally  prohibited  from  removing  and/or  tampering  with  the 
meter.  You  have  the  responsibility  to  keep  the  meter  free  from 
obstructions  by  removing  obstacles  that  the  meter  reader  might 
encounter  at  your  residence. 

Estimated  Bills  (Not  applicable  to  phone  companies) 

When  your  utility  meter  cannot  be  read,  the  utility 
company  estimates  your  monthly  bill.  The  estimate  is  based  on 
your  previous  usage  history  (your  past  meter  readings)  and  is 
adjusted  for  seasonal  conditions. 

Your  bill  may  be  estimated  when  extreme  weather  con- 
ditions, emergencies,  strikes,  or  other  circumstances  prevent  the 
company  from  taking  a meter  reading. 

Another  time  your  utility  bill  may  be  estimated  is  when 
the  meter  reader  cannot  gain  access  to  your  meter.  When  this 
happens  the  utility  company  still  has  a responsibility  to  take  an 
actual  meter  reading  every  6 months  unless  you  supply  your  own 
meter  readings.  If  you  supply  the  reading,  the  utility  must  read 
the  meter  every  12  months.  You  have  the  responsibility  to  make 
arrangements  for  meter  readings  if  the  meter  is  in  a place  that 
cannot  be  reached  by  the  meter  reader.  After  your  meter  is  read, 
your  bill  will  reflect  the  difference  between  your  actual  usage 
and  estimated  usage. 
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Supply  Your  Own  Meter  Readings  (Not  applicable  to  phone  companies) 


If  you  wish  all  your  bills  to  be  based  on  meter  readings, 
you  may  supply  the  utility  with  readings  during  estimated  billing 
periods.  Simply  request  meter  reading  cards  from  the  utility, 
and  return  them  by  the  date  listed  on  the  card.  The  utility 
company's  local  business  office  will  also  provide  you  with  meter 
reading  instruction. 


How  to  Check  Your  Utility  Bill  For  Accuracy 

If  you  think  that  your  utility  bill  is  wrong,  you  can 
check  it  in  the  following  way: 


Read  your  meter  if  you  question  the  amount  of  service 
you  have  used.  Your  usage  will  have  increased  between  the  time 
the  utility  read  your  meter  and  when  you  take  the  reading.  For 
this  reason,  your  reading  will  be  somewhat  higher  than  the  read- 
ing listed  on  your  bill. 


CURRENT  PERIOD  8/22/84  TO  9/25/84  FOR  34  DAYS 


^ussiucationy 

f »«{S|NT  N. 
RIaOinC 

X MfviOUS  \ 
( lEAOiNG  > 

/ METEl'\  / 

amount  \ 

RT  I 

251 

0 

251  ON  PEAK 

23.68 

RT 

360 

0 

1 

360  OFF  PEAK 

14.17 

CUSTOMER  CHARGE 
3.33%  STATE  TAX  SURCHARGE 
$.017306  PER  KUH  ENERGY  COST  RATE 


9.00 

1.56 

10.57 


Compare  the  bill  to  the  one  you  received  at  the  same 
time  last  year  to  see  if  there  is  any  change  in  the  amount  of 
gas,  electricity,  or  water  you  have  used.  Remember  to  compare, 
differences  in  usage  rather  than  differences  in  the  total  dollar 
amount  of  the  bills  since  changes  in  rates  could  cause  an  in- 
crease. You  should  consider  severe  weather  conditions  and 
changes  in  living  habits  (such  as  additions  to  your  house,  new 
appliances,  additional  family  members,  or  more  time  spent  at 
home)  that  could  increase  the  amount  of  gas,  electricity,  or 
water  you  use. 
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Contact  the  utility  company's  business  office  immedi- 
ately with  any  additional  questions  about  your  bill. 

What  To  Know  About  Paying  Utility  Bills 

When  To  Pay 

You  must  make  every  effort  to  pay  the  bill  by  its  due 
date.  After  the  bill  is  mailed  to  you,  you  have  20  days  to  pay 
it.  If  you  do  not  pay  the  bill  by  its  due  date,  you  may  be 
charged  a late  fee  on  the  unpaid  overdue  balance.  This  fee 
cannot  be  more  than  1.5  percent  per  month  and  cannot  be  greater 
than  18  percent  simple  interest  per  year. 

Where  To  Pay 

You  may  either  mail  the  payment,  take  it  to  any  of  the 
utility  company's  business  offices,  or  pay  your  bill  at  additional 
locations  chosen  by  your  utility.  Remember  that  payment  centers 
do  not  necessarily  credit  payment  that  day. 

Billing  Errors  - Make-up  Bills 

Sometimes  the  utility  might  not  calculate  your  bill 
correctly.  This  mistake  could  be  caused  by  a utility  company 
billing  error  or  a number  of  incorrectly  estimated  bills.  The 
utility  must  either  refund  to  you  or  adjust  your  billing  to 
reflect  any  overcollected  amounts  resulting  from  this  mistake. 
Likewise,  if  you  have  used  more  service  than  the  amount  you  were 
billed,  you  must  pay  the  additional  charge  to  the  utility. 
However,  the  utility  company  must  review  this  "make-up"  bill  with 
you  and  attempt  to  set  up  a reasonable  payment  arrangement.  You 
may  pay  it  back  over  a period  of  time  equal  to  the  time  period  in 
which  the  mistake  occurred. 
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Separate  Bills  For  Separate  Charges 


Charges  for  service  work,  appliances,  or  meter  tests 
cannot  be  put  on  your  monthly  utility  bill.  The  utility  has  the 
responsibility  to  bill  you  separately  for  these  items.  (Not 
applicable  to  phone  companies.  However,  phone  bills  must  be 
itemized  to  show  how  much  is  charged  for  each  service.) 

Budget  Billing  - (Not  applicable  to  phone  companies) 

You  have  the  right  to  request  a program  of  budget 
billing  from  the  gas  or  electric  company.  Budget  billing  is  an 
agreement  you  make  with  the  company  to  have  your  bills  averaged 
throughout  the  year.  You  will  be  billed  for  approximately  the 
same  amount  each  month  even  though  your  usage  may  vary  from 
season  to  season. 

The  budget  billing  program  may  make  it  easier  for  you 
to  plan  your  utility  expenses.  The  utility  company's  business 
office  will  provide  you  with  more  information  about  this  program. 

If  You  Move 


If  you  plan  to  move,  you  have  the  responsibility  to 
notify  the  utility  company's  business  office  at  least  7 days 
prior  to  the  date  you  desire  service  shut  off  ( 5 days  for  tele- 
phone service).  If  you  fail  to  do  this,  you  may  have  to  pay  for 
service  at  your  old  address  even  after  you  move.  Even  though  you 
move,  you  are  still  responsible  to  pay  any  utility  bill  you  still 
owe  at  your  old  address. 

If  You'll  Be  Away  From  Home 

If  you  plan  to  be  away  from  home  for  a long  period  of 
time,  you  have  the  responsibility  to  make  arrangements  for  paying 
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your  bills.  Remember,  your  utility  service  continues  even  while 
you  are  away  and  you  will  be  billed  during  your  absence.  Your 
failure  to  make  arrangements  for  payment  of  these  bills  could 
result  in  the  termination  (shut-off)  of  your  service. 

Third  Party  Notification  - Extra  Protection 

The  third  party  notification  program  was  designed  as  an 
additional  protection  against  utility  service  shut-off.  This 
program  protects  individuals  who  may  either  be  away  from  home  for 
an  extended  time  period  or  those  who  may  not  understand  the 
utility  company's  practices. 

The  third-party  notification  program  allows  you  to 
choose  another  person  to  receive  copies  of  all  reminder  notices, 
past-due  notices  and  termination  notices  that  are  sent  to  you  for 
nonpayment  of  overdue  utility  bills. 

By  filling  out  a request  form  you  permit  the  utility  to 
send  these  notices  to  a third  party  that  you  choose.  In  this  way 
another  individual  is  made  aware  of  an  important  problem.  Perhaps 
this  person  can  provide  you  with  advice  or  assistance.  This 
party  does  not  have  the  responsibility  for  paying  your  bills!! 

Request  forms  and  further  information  concerning  this 
program  are  available  at  the  utility  company's  business  office. 

Do  You  Have  to  Pay  a Security  Deposit? 

Deposit  decisions  must  be  based  only  on  your  individual 
credit  record.  The  utility  cannot  require  a deposit  on  the  basis 
of  where  you  live,  your  race,  sex,  age  if  you  are  over  18,  national 
origin,  or  marital  status. 


41 


Credit  Policy  For  New  Customers 


When  you  apply  for  new  utility  service,  the  utility 
company  has  the  right  to  check  your  credit  history  to  determine 
whether  a security  deposit  is  necessary. 

The  utility  company  must  not  charge  you  a deposit  as  a 
new  customer  if  you  meet  one  of  the  following  credit  tests: 

You  have  a good  utility  payment  history.  That  is, 
you  were  a customer  of  similar  utility  service 
within  the  last  two  years  and  your  utility  service 
has  not  been  shut  off  for  non-payment  during  the 
last  12  months  of  this  service. 

You  either  own  the  property  or  have  at  least  a 
one-year  lease  at  the  property  to  be  served  by  the 
utility.  You  must  also  have  a good  utility  payment 
history. 

You  can  establish  credit  and  are  a good  credit 
risk.  You  can  provide  credit  cards,  letters  of 
reference,  and/or  your  employment  history  as  proof 
of  a good  credit  rating.  You  cannot  be  considered 
a poor  credit  risk  simply  because  you  have  yet  to 
establish  credit. 

The  utility  company  must  notify  you  in  writing  of  the 
reasons  why  you  are  required  to  pay  a deposit.  If  the  utility 
company  takes  longer  than  3 business  days  to  check  your  credit, 
it  must  provide  you  with  service  until  the  deposit  decision  is 

made . 


The  utility  can  refuse  you  new  service  if  you  owe  them 
any  unpaid  bills  from  the  last  4 years.  However,  you  cannot  be 
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held  responsible  for  another  person's  bills  unless  either  a court 

or  the  PUC  decides  you  are  responsible. 

Credit  Policy  for  Existing  Customers 


The  utility  company  may  require  a security  deposit  from 
you  as  an  existing  customer  if: 


★ 

★ 


You  have  not  paid  your  utility  bills  on  time. 
That  is,  you  have  been  late  in  paying  two  bills  in 
a row  or  more  than  two  bills  in  the  last  year. 

You  have  failed  to  make  payments  according  to  a 
payment  schedule  set  up  to  pay  past  due  bills. 

Your  service  has  been  shut  off  because  of  unpaid 
bills . 


The  utility  company  must  send  you  a warning  notice 
before  it  charges  you  a security  deposit. 


The  Security  Deposit 

You  may  satisfy  the  utility  company's  request  for  the 
deposit  by  doing  any  one  of  the  three  following  options: 

1.  Paying  A Cash  Deposit.  The  amount  of  the  deposit  cannot 
be  greater  than  two  months  of  your  average  estimated  usage.  ( I f 
you  are  a water  customer,  your  deposit  cannot  be  greater  than 
4 months  of  your  estimated  usage. ) All  customers  have  the  option 
to  pay  this  deposit  in  three  payments:  50  percent  immediately, 

25  percent  at  the  end  of  30  days,  and  25  percent  at  the  end  of 
60  days.  Existing  customers  may  choose  to  pay  this  amount  21  days 
after  notification  by  the  utility  company.  However,  deposits  for 
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phone  companies  do  not  follow  this  rule.  A phone  company  may  or 
may  not  choose  to  allow  deposits  to  be  paid  in  installments. 


One  year  after  you  pay  the  security  deposit,  the  utility 
company  must  review  your  account  payment  history.  If  you  have  a 
good  payment  history,  the  deposit  plus  interest  will  be  refunded 
to  you.  If  you  do  not  have  a good  payment  history,  the  utility 
company  must  review  your  account  monthly  until  you  establish  a 
good  payment  history.  This  deposit  earns  interest  at  a rate  of 
11  percent  yearly. 


2.  Supplying  A Third  Party  Guarantor.  Instead  of  paying  a 
cash  deposit  you  can  have  another  creditworthy  customer  sign  a 
form  guaranteeing  that  your  bills  will  be  paid.  This  person  will 
then  become  responsible  for  paying  your  bills  up  to  the  maximum 
amount  of  the  required  deposit.  His/her  responsibility  ends  when 
you  establish  credit. 


3.  Joining  A Composite  Credit  Group.  This  is  25  or  more 
people  who  get  together  to  pay  their  security  deposit.  By  your 
joining  a composite  credit  group,  the  amount  of  your  deposit 
should  be  cut  in  half.  The  utility  may  have  information  on  these 
groups  in  your  service  area  and  will  also  instruct  you  in  how  to 
form  a composite  credit  group. 
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Can  Your  Utility  Service  Be  Shut  Off? 


If  you  are  having  difficulty  in  paying  your  bills  or  if 
you  are  not  making  payments  for  any  other  reason,  tell  your 
utility  company  as  soon  as  possible.  By  notifying  the  utility 
immediately,  you  may  avoid  shut  off  of  your  service.  The  follow- 
ing information  concerns  both  your  rights  and  responsibilities 
regarding  service  shut  off. 

Payment  Arrangements 

A payment  arrangement  is  an  agreement  you  reach  with 
the  utility  company  to  make  reasonable  payments  over  a period  of 
time  for  the  amount  of  money  that  you  owe.  The  size  of  your 
payments  will  be  determined  by  such  things  as: 

Your  ability  to  pay,  as  determined  by  your  income, 
family  size,  and  current  expenses.  (Not  applicable 
to  telephone  companies.) 

Your  payment  history 


The  length  of  time  your  payment  has  been  overdue 


If  you  cannot  make  a reasonable  payment  arrangement 
with  the  utility  company,  contact  the  PUC  for  assistance  with- 
in ten  days  after  you  receive  an  answer  from  the  company  re- 
garding a payment  arrangement. 

When  Your  Utility  Service  Can  Be  Terminated 

The  utility  company  can  terminate  your  utility  service 
for  any  of  the  following  reasons: 
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Nonpayment  of  an  undisputed  bill  for  service, 
nonpayment  of  a payment  arrangement,  or  nonpayment 
of  a security  deposit 


Tampering  with  company  meters  or  other  company 
property,  or  stealing  utility  service 

False  statement  or  fraud  in  obtaining  your  utility 
service 

Refusal  to  allow  utility  employees  to  read  your 
meter  or  to  check  company  equipment 

Violations  of  rules,  approved  by  the  PUC,  which 
may  cause  harm  to  individuals  or  damage  to  utility 
company  equipment 

Valid  safety  concerns 


When  Your  Utility  Service  Cannot  Be  Terminated 


Medical  Emergencies 


If  a medical  emergency  exists  in  your  household  which 
will  be  adversely  affected  by  a termination,  the  shut-off  will  be 
postponed.  Your  doctor  must  provide  a statement  that  termination 
of  your  utility  service  will  worsen  a serious  medical  condition 
of  someone  in  your  household.  The  termination  can  then  be  post- 
poned for  a maximum  of  30-  days.  However,  you  still  have  the 
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responsibility  to  make  a reasonable  payment  arrangement  for  the 
overdue  bills  during  the  postponement.  (See  your  Termination 
Notice  for  more  information  in  regard  to  this  procedure  because 
your  doctor's  statement  must  contain  specific  information.) 


If  your  landlord  either  fails  to  pay  utility  bills  for 
your  residence  or  instructs  the  utility  company  to  shut  off  your 
service  (when  the  building  is  sold,  for  example),  you  must  be 
notified  by  the  utility  company.  The  utility  company  will  then 
explain  your  rights  and  duties  related  to  continuing  service. 
Certain  of  those  rights  pertain  to  your  legal  right  to  deduct 
from  rent  payment  to  the  utility  and  protection  against  re- 
taliation by  the  landlord.  (See  Appendix  G for  more  information 
on  these  rights . ) 

The  Utility  Cannot  Terminate  Your  Service: 

On  a Friday,  Saturday,  Sunday,  holiday,  or  the  day 
before  a holiday.  For  telephone  companies,  ter- 
mination cannot  occur  on  a Saturday,  Sunday,  or 
holiday 
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For  non-payment  of  bills  more  than  four  years  old 


For  non-payment  of  bills  for  either  merchandise  or 
service  work 

For  non-payment  of  bills  in  someone  else’s  name, 
unless  you  are  found  responsible  by  a court, 

district  justice  or  the  PUC 

For  non-payment  of  a bill  to  a long  distance 
company  ^ the  local  telephone  company  is  billing 
for  that  company.  (This  rule  may  not  always 
apply,  depending  upon  the  technical  nature  of  the 
"switching  equipment"  of  your  local  telephone 
company. ) 


The  Termination  Process 


Termination  of  utility  service  is  a very  serious  matter. 
Remember,  you  can  and  should  make  a payment  arrangement  prior  to 
the  termination  of  your  service.  The  utility  company  must  follow 
these  steps  before  shutting  off  your  service: 

At  least  10  days  prior  to  the  scheduled  date  of 
termination,  your  utility  company  must  notify  you 
in  writing.  This  is  called  a 10-day  Service 
Termination  Notice.  For  phone  companies,  the 
utility  must  notify  you  7 days  prior  to  scheduled 
termination  (a  7-day  Service  Termination  Notice). 
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This  notice  will  inform  you  about  what  action  you 
can  take  to  avoid  termination  of  your  service. 


NO  SURPRISES 


At  least  3 days  before  your  service  is  shut  off, 
your  utility  company  must  attempt  to  contact  you 
in  person.  If  the  company  cannot  reach  you  by 
phone  or  in  person,  it  must  notify  a third  party 
if  you  have  designated  one,  notify  a community 
interest  group  or  the  PUC.  (Not  applicable  to 
telephone  companies . ) 

At  the  time  of  shut-off,  your  utility  company  must 
contact  a responsible  adult  at  your  residence.  If 
no  adult  is  home,  the  termination  will  be  postponed 
for  48  hours  and  a notice  will  be  left  at  your 
residence  stating  this.  (Not  applicable  to  phone 
companies . ) 

If  your  service  is  shut  off,  your  utility  must 
provide  you  with  a final  informational  notice. 

(Not  applicable  to  phone  companies.) 

The  Restoration  Process  - Getting  Your  Service  Back  On 

The  utility  company  must  restore  your  service  by  the 
end  of  the  first  full  working  day  if  you  either  make  a payment 

arrangement  with  the  company  or  pay  the  full  amount  owed.  (See 
page  45  for  how  payment  arrangements  work. ) 
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The  company  may  charge  a fee  to  restore  your  utility 
service  (the  utility's  tariff  on  file  with  the  PUC  will  state  the 
allowed  amount).  At  the  same  time,  it  may  also  require  you  to 
either  pay  a security  deposit  or  make  a payment  arrangement  for  a 
security  deposit. 


IMPORTANT 


REMEMBER,  TO  AVOID  HAVING  YOUR 
UTILITY  SERVICE  TERMINATED  YOU  HAVE 
THE  RESPONSIBILITY  TO  CONTACT  THE 
UTILITY  COMPANY  IMMEDIATELY  WITH  ANY 
BILLING  DISPUTE  OR  PAYMENT  PROBLEM. 


UTILITY  SERVICE  IS  SHUT  OFF. 

YOU 

LOSE  MANY  OF  YOUR  IMPORTANT 

RIGHTS! ! 

For  more  information  about  these  rights  and  respon- 
sibilities , 


Contact; 


Bureau  of  Consumer  Services 


V. 


Erie  - (814)  871-4342 
Harrisburg  - (717)  783-5239 
Philadelphia  - (215)  351-2100 
Pittsburgh  - (412)  565-5038 
(see  Appendix  B for  addresses  of 
PUC  regional  offices  serving 
your  area) 
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CHAPTER  5 


OTHER  CONSUMER  PROTECTIONS 

The  PUC  performs  certain  functions  to  protect  the 
public  or  serve  consumers  in  a number  of  other  ways.  Some  of 
these  are  listed  below. 

1.  Energy  Audits  - major  electric  and  gas  companies  must  offer 
energy  audits  to  residential  customers.  The  audits  vary  in 
cost,  but  the  maximum  charge  is  $15.00.  Some  utilities 
offer  audits  at  no  cost  to  the  residential  customer.  Audits 
give  consumers  information  on  ways  to  reduce  space  heating 
and  water  heating  bills  of  PUC  regulated  utilities. 


2.  The  "Waldron  Rule"  - for  one  time  abnormally  high  bills. 
The  rule  sets  up  criteria  for  determining  whether  or  not  a 
bill  is  valid  even  though  the  meter  at  the  consumer's  resi- 
dence tests  out  to  be  accurate. 

3.  Metered  Water  Service  - covering  PUC  regulated,  private 
water  companies.  These  water  companies  (with  certain  ex- 
ceptions) are  under  a PUC  plan  to  install  meters  so  that 
customers  are  billed  for  how  much  is  used,  not  a flat 
amount . 
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4. 


Consumer  Advisory  Council  - The  PUC  has  within  its  structure 
a Consumer  Advisory  Council,  created  by  law  to  advise  the 
Commission  "upon  any  or  all  matters  relating  to  the  pro- 
tection of  consumer  interests...."  Members  are  representa- 
tives of  the  public  at  large  who  are  appointed  by  the 
Governor,  Lieutenant  Governor,  members  of  the  Legislature 
and  the  PUC  Commissioners.  Meetings  of  the  Council  are  open 
to  the  public. 


5.  Protection  from  Overcharging  by  Resellers  - The  Public  Util- 
ity Code  protects  consumers  from  overcharges  where  utility 
service  is  purchased  at  a "bulk"  rate  and  then  resold  at  a 
higher  rate  by  someone  other  than  the  utility.  Owners  of 
apartment  buildings,  for  example,  may  not  resell  electricity 
at  a higher  rate  to  tenants  than  what  the  utility  would  have 
charged. 

6 . Location  and  Relocation  of  High  Voltage  Transmission  Lines  - 

requiring  electric  utilities  to  file  a statement  of  environ- 
mental impact  and  to  hold  hearings  in  affected  areas  of  the 
proposed  location  of  the  line. 
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Movers  of  Household  Goods  - for  movers  who  move  goods  be- 
tween two  points  (exceeding  40  miles  in  distance)  within 
Pennsylvania.  The  movers  must:  provide  consumers  with  a 
written  estimate,  allow  15  days  after  delivery  for  payment 
of  the  balance  that  exceeds  the  estimated  amount  by  10%, 
give  consumers  a statement  of  rights,  and  report  to  the  PUC 
instances  of  underestimates. 

8.  Charter  Services  - for  certain  companies  arranging  charter 
services  to  the  public.  Under  certain  circumstances,  these 
companies  must  give  proper  notice  of  any  increase  in  fare, 
otherwise  the  option  to  a refund  of  any  deposits.  Also,  the 
company  may  only  take  deposits  of  20%  of  the  quoted  fare. 

9 . PUC  power  to  impose  penalties  or  fines  - the  PUC  has  author- 
ity to  fine  utilities  for  violating  various  regulations  that 
the  PUC  enforces.  The  fine  goes  to  the  State  Treasury,  not 
the  consumer  (but  a refund  to  the  consumer  may  be  ordered). 

10 .  PUC  power  to  remove  a utility  or  company's  Certificate  of 

Public  Convenience  - the  PUC  has  authority  to  revoke  a com- 
pany's right  to  do  business  in  the  Commonwealth  under  cer- 
tain circumstances  if  this  is  deemed  to  be  in  the  public 
interest. 
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APPENDIX  A 


TELEPHONE  DIRECTORY 


CHAIRMAN  Number 

Taliaferro,  Linda  C 787-4301 

COMMISSIONERS 

Cawley,  James  H . 783-1001 

Fischl,  Frank  787-5131 

Johnson,  Michael 783-3201 

Shane,  William 787-4507 

OPERATIONS,  BUREAU  OF 

(administrative,  policy,  and  program  management  of  PUC) 
Alford,  John 783-5331 


ADMINISTRATIVE  LAW  JUDGES,  OFFICE  OF 

(presides  over  hearings;  issues  initial  and  recommended 
decisions  on  formal  complaints  and  many  rate  cases) 

Smith,  William  (Director  and  Chief  ALJ 787-1191 

AUDITS,  BUREAU  OF 

(examines  fuel  charges  and  operating  efficiency  of  utilities) 
Dial,  John  (Director)  783-5000 

CONSERVATION,  ECONOMICS  & ENERGY  PLANNING,  BUREAU  OF 

(examines  conservation  and  long  range  energy  needs  of 
utilities ) 

Six,  Conrad  (Director) 787-2548 

CONSUMER  SERVICES,  BUREAU  OF 

(handles  service  terminations  and  informal  complaints  about 
billing,  credit,  and  payment  arrangements) 

Farrell,  Joseph  (Director) 783-5391 

Hot-Line  (terminations  only) 1-800-692-7380 

To  File  Informal  Complaints: 

Regional  Offices 

Erie  Office  814-871-4342 

Harrisburg  Office  717-783-5239 

Philadelphia  Office  215-351-2100 

Pittsburgh  Office  412-565-5038 

INTERGOVERNMENTAL  AFFAIRS,  OFFICE  OF 

(represents  PUC  on  state  and  federal  utility  legislation) 

Crowley,  Paul  (Director) 787-3256 

LAW  BUREAU 

(legal  arm  of  the  PUC) 

Hoffman,  Charles  (Director  and  Chief  Counsel)  787-5000 

NON-RAIL  TRANSPORTATION,  BUREAU  OF 

409  Transportation  and  Safety  Bldg. , Harrisburg,  PA  17120 
(processes  applications,  insurance,  and  rate  filings  for 
taxis,  buses,  trucks,  etc.) 

Ernst,  Barry  (Director)  . . . 


787-2154 


TELEPHONE  DIRECTORY 


OPERATIONS,  BUREAU  OF 

( administrative , ^licy,  and  program  management  of  PUC ) 
Alford,  John 783-5331 


PUBLIC  INFORMATION,  OFFICE  OF 

(issues  press  releases  on  newsworthy  items) 
Bramson,  David  (Director)  


787-5722 
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RAIL  TRANSPORTATION,  BUREAU  OF 

408  Transportation  and  Safety  Bldg.,  Harrisburg,  PA  17120 
(handles  most  railroad  matters  such  as  railroad  crossings 
and  bridges ) 

Peteritas,  Ray  (Director)  783-5941 

RATES,  BUREAU  OF 

(examines  rate  and  tariff  filings  of  utilities) 

Birx,  Donald  (Director)  787-4886 

SAFETY  AND  COMPLIANCE,  BUREAU  OF 

(investigates  safety  and  service  problems  with  motor  car- 
riers --  trucks,  taxis,  buses,  etc.  — and  fixed 
utilities  — electric,  gas,  telephone,  water  and  sewer — ) 

Nicely,  Kenneth  (Director) 783-3846 

To  File  Informal  Complaints: 

District  Offices 

Altoona  Office (814)  946-7318 

Erie  Office  (814)  871-4342 

Harrisburg  Office  (717)  787-7598 

Philadelphia  Office  (215)  351-2512 

Pittsburgh  Office  (412)  565-3553 

Scranton  Office  (717)  961-4590 

SECRETARY'S  BUREAU 

(handles  PUC  correspondence,  filing  of  documents  and  records) 

Rich,  Jerry  (Director) 787-4095 

TO  FILE  FORMAL  COMPLAINTS  ON  ALL  MATTERS 

Patrick,  Janet 787-2395 

SPECIAL  ASSISTANTS,  OFFICE  OF 

(advises  the  Commission  on  regulatory  matters  and  drafts 
PUC  Orders ) 

Davis,  Cheryl  Walker  (Director)  787-1827 


MAIN  ADDRESS  OF  PUC 


Pennsylvania  Public  Utility  Commission 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 
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PUC  REGIONAL 

OFFICES 

*Serving  Area  Codes  717  and  814 

Harrisbura  Office 

P.O.  Box  3265 

Harrisburg,  PA  17120 

Bureau  of  Consumer  Services  (BCS): 
Bureau  of  Safety  & Compliance  (S&C): 

Telephone:  (717)  783-5239 
Telephone:  (717)  787-7598 

*Serving  Erie  Area 
(Erie,  Crawford,  Warren 

Clarion,  Forest,  Mercer 

Venango  Counties ) 

Erie  Office 

Room  201,  Erie  State 

Office  Bldg. 

919  State  Street 

Erie,  PA  16501 

Bureau  of  Consumer  Services: 

Bureau  of  Safety  & Compliance: 

Telephone:  (814)  871-4342 

yv  /#V  />'\'~i'»x.>^nr^^#\"ra\'Tri<V  itX' 


*Serving  Area  Code  215 

Philadelphia  Office 

1310  Philadelphia  State 
Office  Bldg. 

1400  W.  Spring  Garden  St. 
Philadelphia,  PA  19101 

Bureau  of  Consumer  Services: 

Bureau  of  Safety  & Compliance: 

Telephone:  (215)  351-2100 
Telephone:  (215)  351-2512 

fk  rm\'  i^t' 


^Serving  Area  Code  412 

Pittsburgh  Office 

1212  Pittsburgh  State 
Office  Bldg. 

300  Liberty  Avenue 
Pittsburgh,  PA  15222 

Bureau  of  Consumer  Services: 

Bureau  of  Safety  & Compliance: 

Telephone:  (412)  565-5038 
Telephone:  (412)  565-3553 

X^jmrSMDMT^^MTiM. 


*Serving  Scranton  Area 

Scranton  Office 

104  State  Office  Bldg. 

100  Lackawanna  Ave. 
Scranton,  PA  18503 

Bureau  of  Safety  & Compliance: 

Telephone:  (717)  961-4590 

*Se2rving  Altoona  Area 

Altoona  Office 

Altoona  State  Office  Bldg 
1101  Green  Ave.,  Room  138 
Altoona,  PA  16601 

Bureau  of  Safety  & Compliance: 

Telephone:  (814)  946-7318 
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CONSUMER  REFERRAL  GUIDE 


WHO  TO  CALL 


WHERE  TO  WRITE 


AS  A GENERAL  RULE: 


r 


jrjnP'First,  contact  the  company  regarding  your  complaint  or 
problem . 

Document  your  complaint  in  writing,  and  supply  copies  of 
letters,  receipts,  bills,  etc.  Ask  for  a written  reply. 


Give  the  company  an  opportunity  to  resolve  the  probl 


em 


If  this  does  not  work,  consider  other  alternatives  to  resolve 
your  complaint.  This  might  include: 

* contacting  a government  agency  having  jurisdiction  over 

your  complaint.  (See  the  following  listing  for 
assistance ) . 

* if  no  government  agency  has  jurisdiction,  you  may 

consider  initiating  a private  civil  action  or  taking 
the  matter  before  the  courts.  To  do  so,  you  should  be 
familiar  with  certain  rules  and  procedures.  If  neces- 
sary, you  may  want  to  contact  a lawyer  for  assistance. 

* Finally,  there  may  be  public  interest  groups  or  local 

or  state  consumer  groups  who  can  help  you.  Contact  the 
Office  of  Consumer  Advocate  for  further  information. 

(See  #5  below. ) 
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CC5F  1 . AIRLINES 

(airfares  and  routes) 

U.S.  Department  of  Transportation 

Office  of  Assistant  for  Policy  & 

International  Affairs 
400  7th  Street,  S.W. 

Washington,  D.C.  20590 
(202)  426-4341 

Explanation:  A federal  regulatory  agency  that  handles 

interstate  and  intrastate  complaints  on  air  travel, 
such  as  baggage,  overbooking,  and  other  consumer  pro- 
tection rules. 

(air  safety) 

Federal  Aviation  Administration  ( FAA ) 

U.S.  Department  of  Transportation 
Washington,  D.C.  20591 
(202)  426-1960 

Explanation:  A federal  regulatory  agency  that  handles 

complaints  on  air  safety,  both  interstate  and  intra- 
state . 

2.  ALTERNATE  ENERGY  SOURCES  (NON-PUC  REGULATED) 

(fuel  oil,  solar,  coal,  propane  gas,  kerosene,  etc.) 

Vendor  or  Place  of  Purchase 

Pennsylvania  Bureau  of  Consumer  Protection 

Office  of  Attorney  General 
Strawberry  Square  - 14th  Floor 
Harrisburg,  PA  17120 
(717)  787-9707 

Explanation:  A state  mediation,  investigation  and 

enforcement  agency  handling  consumer  complaints  about 
seller/business  practices  (advertising,  warranties, 
billing,  etc . ) . 

3.  CABLE  T.V.,  T.V.  AND  RADIO 

T.V.  or  Radio  Station 

Local  government  body  granting  franchise  to  cable  company 

Federal  Communications  Commission  ( FCC ) 

Consumer  Assistance  and  Small  Business  Office 
1919  M Street,  N.W.  Room  252 
Washington,  D.C.  20554 
(202)  632-7000 
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Explanation:  A federal  regulatory  agency  which  licenses 

broadcasting  and  television  stations. 

4.  COOPERATIVES 

(13  rural  electric  cooperatives  in  Pennsylvania  serve  ap- 
proximately 161,000  customers.  They  are  owned  by  the  cus- 
tomers they  serve  and  are  not  regulated  by  any  state 
government  agency.  Each  company  sets  its  own  policies  and 
rates . ) 

Cooperative  (customer  service  department) 

Pennsylvania  Rural  Electric  Association  (PREA) 

212  Locust  Street 
Harrisburg,  PA 
(717)  233-5704 

Explanation:  PREA  is  not  a regulatory  agency  and  will 

not  handle  complaints.  But  you  may  wish  to  notify  PREA 
of  your  complaint. 

Courts 

5.  CONSUMER  REPRESENTATION  ON  UTILITY  MATTERS 

Office  of  Consumer  Advocate  (OCA) 

1425  Strawberry  Square 
Harrisburg,  PA  17120 
(717)  783-5048 

Explanation:  A state  government  agency  with  juris- 

diction to  represent  the  interests  of  consumers  before 
the  PUC  and  any  court  or  corresponding  U.S.  regulatory 
agency.  OCA  has  a staff  of  lawyers  to  represent  con- 
sumer interests  in  rate  and  other  utility  cases, 
including  service  complaints. 

Pennsylvania  Utility  Law  Project  (PULP) 

213A  North  Front  Street 
Harrisburg,  PA  17101 
(717)  232-0581 

Explanation:  A Pennsylvania  law  office  supported  by 

state  and  federal  funds  to  represent  low-income  con- 
sumers in  utility  rate  proceedings,  formal  complaints 
about  terminations  and  other  service-related  matters. 

local  or  state  public  interest  and  consumer  groups. 

Contact  the  Office  of  Consumer  Advocate  which  may  help 
identify  a group  in  your  area  that  can  assist  you. 
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CC5r  6.  ENERGY  FINANCIAL  ASSISTANCE 

County  Public  Assistance  Office. 

Explanation;  Each  County  Public  Assistance  Office 
administers  the  federally  funded  Low  Income  Home  Energy 
Assistance  Program.  (LIHEAP).  Eligibility  criteria 
apply. 

local  community  crisis  fund  programs  (church,  civic,  etc.) 

utility  company.  (Some,  but  not  all,  utilities  have  in- 

house  crisis  fund  programs  to  assist  consumers 
who  may  qualify  for  financial  help.) 


7.  ENERGY  INFORMATION  AND  PROGRAMS 

Governor's  Energy  Council  (GEC) 

P.O.  Box  8010 
1625  W.  Front  Street 
Harrisburg,  PA  17105 
(717)  783-9981 

Explanation:  A state  agency  providing  energy  informa- 

tion to  the  public  and  administering  special  programs 
(such  as  grants  to  schools)  to  assist  in  conservation 
efforts . 

CC^  8.  INTERSTATE  TRANSACTIONS 

Electric  and  Natural  Gas 


Federal  Energy  Regulatory  Commission  ( FERC ) 

825  North  Capitol  Street,  N.E. 

Room  9200 

Washington,  D.C.  20426 
(202)  357-8392 

Explanation:  A federal  regulatory  agency  that  sets 

rates  for  interstate  prices,  as  well  as  wholesale 
intrastate  prices . 

Movers 


Interstate  Commerce  Commission  (ICC) 

Office  of  Compliance  and  Consumer  Assistance 
Washington,  D.C.  20423 
(202)  275-7148 
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Explanation : A federal  regulatory  agency  that  takes 

complaints  on  movers  between  states. 

Telecommunications  (telephone) 

Federal  Communications  Commission  (FCC) 

Consumer  Assistance  of  Small  Business  Office 
1919  M Street,  N.W. 

Room  252 

Washington,  D.C.  20554 
(202)  632-7000 

Explanation : A federal  regulatory  agency  that  regu- 

lates interstate  long  distance  calling  and  other  inter- 
state aspects  of  telephone  service. 

(C^  9.  MONEY  DAMAGES 

(personal  or  property  damages  caused  by  utility  company). 

local  District  Magistrate  or  District  Justice 

Explanation : A small  claims  court  where  consumers  may 

sue  for  amounts  under  $4,000.  Refer  to  the  yellow 
pages  in  the  telephone  directory  under  'District  Magis- 
trate' or  'District  Justice'. 

Court  of  Common  Pleas 


Explanation:  A county  court  for  civil  (and  other) 

claims . 

CCSr  10.  MUNICIPAL  UTILITIES  AND  AUTHORITIES 

The  PUC  sets  rates  and  service  standards  beyond  the  cor- 
porate limits  of  the  municipality.  Otherwise,  contact: 

municipal  government  or  authority 

Pennsylvania  Municipal  Authorities  Association  (PMAA) 

2941  N.  Front  Street 
Harrisburg,  PA  17110 
(717)  233-7696 

Explanation:  Not  a regulatory  agency.  PMAA  will  not 

handle  complaints.  But  you  may  wish  to  notify  PMAA  of 
your  complaint. 


--Courts 
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CC^  11.  NUCLEAR  AND  RELATED  ISSUES 

Nuclear  Regulatory  Commission  ( NRC ) 

Office  of  Public  Affairs 
Washington,  D.C.  20555 
(301)  492-7715 


Explanation:  A federal  regulatory  body  which  oversees 

safety,  licensing  and  other  facets  of  nuclear  power 
plants . 

CCSr  12.  WATER/AIR  AND  ENVIRONMENTAL  MATTERS 


PA  Dept,  of  Environmental  Resources  (DER) 

Fulton  Bldg. 

P.O.  Box  2063 
Harrisburg,  PA  17120 
(717)  787-2657 


Explanation:  A state  agency  that  regulates  water  and 
air  quality,  hazardous  waste  and  other  environmental 
matters . 


This  is  not  a complete  listing.  There  may  be  other  com- 
plaint areas  not  listed  here.  Additionally,  there  may  be 
other  sources  of  assistance  under  the  complaint  areas.  We 
have  attempted  to  make  this  Guide  useful  but  not  lengthy. 
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PUC  STRUCTURE 


APPENDIX  E 


FORMAL  COMPLAINT  FORM 


1.  YOUR  NAME,  ADDRESS  AND  TELEPHONE  NUMBER. 

Name  _____ 

Street  _____ 

City State Zip 

(;;Qunty Home  Telephone-Area  Code  ( ) 

Work  Telephone-Area  Code  ( ) 

2.  COMPANY  YOU  ARE  COMPLAINING  ABOUT. 

Name  

3.  WHAT  IS  YOUR  COMPLAINT  (DESCRIBE  PROBLEM). 


(More  Space  On  Back) 


For  Commission  Use  Only; 

DATEFII.ED / / MONITOR  BUREAU 


APPENDIX  E 


(11  'i  ou  Need  More  Space  -^lULh  Paper^ 


4.  WHAT  IK)  YOU  WANT  US  TO  OO'^ 


(II  >’(111  Need  More  Sp.ice  Aiiach  P.uier* 


YOU  MUST  SIGN  HFRK 


>ii(;niuu\'  ol  cdiiii'i.im.ini  or 
,Uic'riic\  loi  uirpor.iic  i iiniphriii ant 


PUT  TODAY’S  DATE  HERE 


ro«.i.i\  s 1 Vue 


NEED  A LAWYER  11  you  DO  have  a lawyer  PLEASE  PRINT  the  lawx  er's  name,  address 

and  telephone  number  below. 

Lawyer’s  Name  

Street  

t'ty — State  Zip 


Telephone  Number-Area  Code  ( 
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AFFIDAVIT 


THIS  MUST  BE  COMPLETED  BY  SOTaR  Y PUBLIC 
affidavit  (Naniral  Person) 

commonwealth  of  PENNSYLVANIA  ] 

f 

. County  \ 


. being  duty  sworn  (affimied)  according  to  law.  deposes 

and  says  that  the  facts  above  set  forth  are  true  and  correct:  or  are  true  and  correct  to  the  best  of  his  knowledge, 
information  and  belief  and  he  expects  to  be  able  to  prove  the  same  at  the  hearing  hereof. 

Sifntiure  oi  Airi«ni 

Sworn  and  subscnbed  before  me  thts 

day  of  19 

My  Commission  Expires 

Sitnaiurc  ot  OfTioai  Adminiaicfint  OuA 

AFFIDAVIT  (Corporation) 

commonwealth  of  PENNSYLVANIA 

County 


, being  duly  sworn  (affirmed)  according  to  law.  desposes 
and  says  that  he  is  of 

<OiriCl  0«  AlflMII 


— — — ; that  he  is  authonzed  to  and  does  make  this  affidavit 

•Noma  o«  CurweiiiMjMi 

for  It.  and  that  the  facts  above  set  fonh  are  true  and  correct;  or  are  true  and  correct  to  the  best  of  his  knowledge, 
information  and  belief  and  he  expects  the  said 


• Hama  m CarODiMMMi 


to  be  able  to  prove  the  ume  at  the  hearing  hereof. 


Sworn  and  subscnbed  before  me  ihn 

day  of  19 

My  Commission  Expires  — 


iitnaayrt  oi  Oir<ua  A4mm«icnR|  OwA 


APPENDIX  E 

HOW  TO  FILL  OUT  THE 
FORMAL  COMPLAINT  FORM 

1.  Complaining  Party.  Write  your  name,  address  and  telephone  number. 

If  other  parties  are  joining  you,  write  your  name  followed  by 

"et  al.''.  On  an  additional  sheet  of  paper  headed  with  your  name 
followed  by  "et  al.",  supply  the  names,  addresses,,  and  signatures 
of  other  complaining  parties. 

2.  Company  you  are  complaining  about.  Fill  in  the  name  of  the  utility. 

If  you  are  not  sure  of  the  name,  please  check  with  the  Secretary 

of  the  Commission  or  with  the  Commission  office  nearest  to  you. 

3.  Under  paragraph  3 of  the  form,  state  your  complaint.  Provide  as 
much  information  as  you  can,  particularly  dates,  times  and  places 
of  any  problems  which  have  caused  your  complaint.  Try  to  be 
specific  in  describing  the  problem.  If  you  know  the  specific 
section  of  the  law  or  particular  regulations  or  order  of  the  Com- 
mission involved,  please  state  it. 

4 . Under  paragraph  4,  state  what  you  want  the  Commission  to  do. 

Again,  try  to  be  specific.  In  completing  this  part  of  the  form, 
please  remember  that  the  Commission's  powers  are  limited  as  to 

the  types  of  remedies  which  it  may  order;  please  read  the  instructions 
on  money  damages. 

5.  Lawyer  for  complaining  party.  Fill  in  the  name  of  your  lawyer  if 
you  have  one.  Do  not  fill  in  the  name  of  a lawyer  unless  you 

have  hired  him  to  represent  you,  or  intend  to  hire  him  to  represent 
you,  in  this  complaint  proceeding.  If  you  intend  to  hire  a lawy’er 
to  represent  you  in  this  matter,  we  suggest  that  you  contact  your 
lawyer  before  filing  this  complaint.  Please  read  the  instructions 
to  determine  whether  you  are  required  to  have  an  attorney. 

6.  Sign  the  form  and  complete  the  affidavit.  The  affidavit  must  be 
signed  in  the  presence  of  a notary  public  and  notarized. 

7.  Return  the  original  complaint  with  the  affidavit  and  three  copies 
of  each  (Xerox  copies  are  acceptable)  to  the  Commission  at  the 
Harrisburg  address  listed  below.  If  more  than  one  company  or 
individual  is  named,  an  extra  copy  must  be  filed  for  each  additional 
party. 

Upon  receipt  of  the  complaint  by  the  Commission, 
the  utility  or  the  individual  will  be  sent  a copy  for 
answering  within  20  days.  You  will  be  further  advised 
of  all  procedures  in  this  case. 

If  you  have  any  questions  in  filling  out  the  formal  complaint  form, 
please  write  or  call  the  Secretary  of  the  Commission  at: 

Pennsylvania  Public  Utility  Commission 
P.O.  Box  3265 
Harrisburg,  PA  17120 
(717)  783-1740 
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WHAT  IS  A TARIFF? 

A utility's  tariff  spells  out  in  detail  the  prices  or 
charges  for  every  facet  of  the  company's  business  in  performing 
its  service(s)  to  the  public.  It  is  something  like  a contract 
that  states  how  much  you  pay  for  the  services  requested  by  you. 

A tariff  includes  charges  to  residential,  commercial,  and  indus- 
trial classes  of  customers.  These  rates  have  been  approved  by 
the  PUC . A company  may  not  charge  more  or  less  than  that  which 
is  described  in  the  tariff. 

Besides  detailing  all  prices  for  services  which  the 
utility  renders,  tariffs  also  spell  out  in  detail  the  company's 
rate  structure.  This  refers  to  different  prices  that  are  charged 
for  varying  amounts  of  usage  or  for  usage  at  different  times  of 
the  day. 


A declining  block  rate  ("the  more  you  use,  the  less  you 
pay  per  unit" ) , with  a customer  charge  for  a residential  electric 
consumer,  might  appear  as  follows: 


Customer  Charge. 
First  50  KWH  . . 
Next  50  KWH.  . . 
Next  900  KWH  . . 
Over  1,000  KWH  . 


$5.00  per  month 
.0935  per  KWH 
.0762  per  KWH 
.0614  per  KWH 
.0495  per  KWH 


Another  important  aspect  of  a company's  tariff  filing 
for  consumers  is  the  section  describing  its  terms  of  service. 
Terms  of  service  refers  to  certain  rules  that  pertain  to,  for 
example,  obtaining  service  - e.g.,  the  length  or  distance  the 
utility  will  extend  its  line  or  poles  at  no  extra  cost  to  a 
customer . 


As  part  of  a complaint  you  may  have  with  a utility 
company,  you  might  contest  a utility  company's  tariff  by  showing 
that  it  is  somehow  unfair,  out  of  date  with  current  circumstances, 
or  some  other  basis  to  support  your  complaint.  You  will  need  to 
examine  the  tariff  section  applicable  to  your  complaint  if  you 
intend  to  challenge  it. 

Tariffs  are  filed  with  the  PUC  where  they  are  available 
for  public  inspection  as  well  as  at  various  business  offices  of 
the  utility.  Information  about  tariffs  can  be  obtained  from: 

Bureau  of  Rates 

Tariff  and  Annual  Report  Division 
Public  Utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 
717-783-3600 


APPENDIX  G 


UTILITY  TENANT  RIGHTS 

1.  You  can  join  with  the  other  tenants  to  pay  the  utility 
bill  for  the  last  thirty  (30)  days  preceding  this  notice,  or  you  can  pay 
the  total  bill  yourself.  If  you  pay  either  way,  you  do  not  have  to  pay 
a deposit  or  get  credit  granted  in  your  name.  You  will  not  have  to  pay 
your  landlord's  other  debts  or  the  debts  of  prior  tenants,  and  utility 
service  will  remain  in  the  name  of  the  landlord. 

2.  You  may  deduct  your  payment  to  the  utility  company  from 
your  rent  due  now  or  from  future  rent.  The  utility  company  will  tell 
your  landlord  how  much  you  paid  for  that  utility  service. 

3.  If  your  building  has  one  meter  for  more  than  one  tenant, 
the  utility  bill  is  for  all  tenants  and  must  be  paid  in  full.  If  only 
part  of  the  last  monthly  billing  is  paid  , your  utility  service  will  be 
shut  off  and  the  utility  company  will  return  your  money. 

4.  Your  landlord  cannot  punish  you  if  you  pay  the  utility 
bill.  Your  landlord  cannot  raise  your  rent,  cannot  evict  you,  and 
cannot  take  action  against  you  in  any  other  way  for  paying  the  utility 
bill  and  deducting  it  from  the  rent.  You  have  a right  to  recover  money 
damages  from  the  landlord  for  any  damages  or  injury  he  causes  you  by 
exercising  your  rights  as  a result  of  this  Notice. 

5.  You  can  get  your  utility  service  billed  in  only  your  name 
if  your  unit  has  its  own  meter.  Or,  you  can  get  your  own  service  if  a 
meter  can  be  put  in  with  only  a few  changes  in  pipes,  wires,  and  land. 
Please  call  the  utility  company  if  you  want  further  information. 

6.  Payments  must  be  made  by  check  or  money  order  to  the 
company.  The  utility  will  tell  your  landlord  how  much  you  paid  for 
service . 

7.  You  will  be  told  that  the  shut-off  is  cancelled  if  your 
landlord  pays  the  bills. 

First,  if  you  have  any  questions  about  your  rights  and  respon- 
sibilities, please  telephone  your  utility  company.  If,  after  discussing 
your  problem  with  the  utility  you  remain  dissatisfied,  call  the  Public 
Utility  Commission  at  1-800-692-7380  or  write  Service  Termination  Medi- 
ation Unit,  Bureau  of  Consumer  Services,  Public  Utility  Commission,  P.O. 
Box  3265,  Harrisburg,  PA  17120.  YOU  SHOULD  CALL  OR  WRITE  BEFORE  THE 
TERMINATION  DATE. 


Applicable  to  consumers  of  PUC  regulated  utilities  and  certain 
consumers  of  municipal  utilities. 
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APPENDIX  H 


QUESTIONNAIRE 

Your  views,  comments,  and  questions  regarding  "Consumers  and  the 
PUC"  are  welcome.  Return  questionnaire  when  completed  to: 

Public  Utility  Commission 
Consumer  Services  Bureau 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 


1.  What  is  your  overall  evaluation  of  this  handbook? 


2.  How  can  it  be  improved? 


3.  In  what  way  is  it  useful  or  not  useful  to  you? 


4.  What  questions  do  you  have  as  a result  of  reading  this? 


THANK  YOU  FOR  YOUR  PARTICIPATION 


This  handbook  is  intended  as 
consumer  information  and  not  as 


source  of 
legal  guide. 


A LOOK  INSIDE 


PENNSYLVANIA 


PUBLIC 


UTILITY 


COMMISSION 


PART  111 

RATE  CASE 

COMPANION 


COPYRIGHT  ® 1985 

Pennsylvania  Public  Utility  Commission 
All  rights  reserved.  This  handbook 
or  parts  thereof  may  not  be  reproduced 
in  any  form  without  permission  in 
writing  from  the  Commission. 


Illustrations  on  pages  15,  16 
18,  33,  38  of  this  handbook  are 
reprinted  courtesy  of  The  New- 
berry Library,  Chicago,  Illinois. 

Illustrations  in  Preface  and  on 
page  3 of  this  handbook  are  re- 
printed courtesy  of  Peter  Masters, 
Bethesda,  Maryland 


RATE  CASE  COMPANION 


Table  of  Contents 


Preface 
Introduction 
Chapter  1 

How  The  PUC  Responds  To  A Rate  Increase  Request 

a)  3 Alternatives 

b)  Ground  Rules 

Chapter  2 

Evidentiary  Hearings  And  Voting  By  Commissioners 

a)  Who  Participates  in  Hearings 

b)  What  Happens  at  Hearings 

c)  How  the  Full  Commission  Decides  the  Case 
Chapter  3 

Rate  Making  Principles  And  Issues 

a)  Fundamental  Questions  and  Principles 

b)  Reasons  for  Request 

c ) The  Equation 

d)  Test  Year 

e)  Rate  Structure 

Chapter  4 

Consumer  Participation  In  A Rate  Case 

a)  Sources  of  Information 

b)  Options  for  Participation 

Appendix 

Appendix  A - PUC  Telephone  Directory 
Appendix  B - PUC  Regional  Offices 
Appendix  C - Consumer  Referral  Guide 
Appendix  D - Laws  Governing  the  PUC 
Appendix  E - PUC  Docketing  System 
Appendix  F - Rate  Case  Diagram 
Appendix  G - Formal  Complaint,  Affadavit  & 

Instructions 

Appendix  H - What  is  a Tariff 
Appendix  I - Questionnaire 


PY  p97t'8»-^. 
Pennsyl vani 


L863i  pt 
a Public 


Coitirrii  on  « ^ 
A look  inside 


Utility 


i 


PREFACE 


A Look  Inside  is  written  for  the  public  to  explain  the 
workings  of  the  Public  Utility  Commission  (PUC).  By  describing 
what  the  Commission  does  and  how  it  operates,  we  hope  to  answer 
many  questions  of  interest  to  the  public. 

A Look  Inside  comes  in  three  parts.  Part  I , "Guide  to 
PUC",  covers  the  Commission  in  broad  terms  and  describes  its 
functions,  powers,  structure  and  actions.  It  also  generally 
covers  how  consumers  can  file  complaints  about  utility  service 
and  how  the  PUC  sets  rates.  Part  II,  "Consumers  and  the  PUC", 
addresses  PUC  consumer  services,  consumer  protection  regulations 
and  complaint  procedures.  Part  III,  "Rate  Case  Companion", 
covers  utility  rate  increase  procedures,  rate  case  issues,  and 
how  the  public  can  take  part  in  rate  proceedings. 

Each  part  is  a self-contained  handbook  that  can  be  read 
and  used  separately,  depending  upon  the  needs  and  interests  of 
the  reader.  For  convenience,  however,  each  handbook  contains  an 
identical  directory  of  important  PUC  telephone  numbers  and 
addresses.  The  handbooks  also  contain  a Consumer's  Referral 
Guide  which  describes  where  to  go  and  what  to  do  with  problems 
not  within  the  jurisdiction  of  the  PUC. 

Most  people  would  agree  that  the  Public  Utility  Commis- 
sion has  an  important  but  difficult  job  to  perform  that  is  not 
easily  explained  to  the  layperson.  Overall,  A Look  Inside  is  an 
attempt  to  make  the  Commission  more  understandable  and  accessible. 
It  is  written  in  'plain  English',  with  occasional  references  to 
laws  or  PUC  terms  to  assist  in  the  understanding  of  things. 
Also,  examples  are  given  where  this  would  help  the  reader  develop 
a practical  understanding  of  Commission  workings. 


Your  comments  and  suggestions  for  possible  improvements 
are  welcome;  we  encourage  you  to  use  the  questionnaire  in  the 
back  of  these  handbooks  for  this  purpose. 

In  short,  you  may  be  like  many  other  individuals  who 
wish  to  find  out  more  about  how  your  utility  rates  are  set  or  how 
you  can  initiate  and  proceed  with  a complaint  about  your  utility 
service.  You  may  also  wish  to  know  what  happens  at  the  PUC's 
Public  Meetings  or  how  to  gain  access  to  Commission  documents. 
If  so,  A Look  Inside  is  definitely  for  you. 


The  Commission 


Linda  C.  Taliaferro,  Chairman 

Michael  Johnson 

James  H.  Cawley 

Frank  Fischl 

William  Shane 


\ \ 

We  gratefully  acknowledge  that  this  hand' 
book  was  written  by  Catherine  Sprague 
who  serves  on  the  staff  of  Commissioner 
Cawley.  Our  thanks  as  well  to  the  staff 
of  the  PUC  for  their  ideas,  assistance 
and  efforts  in  producing  the  handbook. 


INTRODUCTION 


Today,  utility  rate  setting  is  generating  increased 
attention  and  interest  by  the  public.  In  Pennsylvania,  when  a 
utility  company  files  a request  for  a rate  increase,  the  atten- 
tion of  everyone  turns  toward  the  Public  Utility  Commission 
(PUC).  The  PUC  is  the  rate  setting  agency  that  must  decide 
whether  or  not  a rate  increase  request  of  the  utility  company  is 
legitimate.  It  must  also  decide  who  (residential,  commercial, 
industrial)  must  pay  what  proportions  of  any  rate  increase  granted. 


Consumers,  for  the  most  part,  are  interested  in  PUC 
actions  and  decisions  that  affect  their  own  utility  companies-- 
those  that  serve  in  their  local  communities.  Nearly  every  con- 
sumer in  Pennsylvania  is  affected  by  the  actions  of  the  PUC,  in 
one  way  or  another.  More  than  600  companies  that  provide  elec- 
tric, natural  gas,  telephone,  water,  sewage  and  steam  heat  have 
their  rates  set  by  the  PUC.  And,  in  an  average  year,  approxi- 
mately 300  of  these  utilities  (serving  millions  of  customers) 
apply  to  the  PUC  for  a change  in  rates.  This  partially  explains 
why  so  much  attention  is  paid  to  PUC  actions  and  decisions  today. 

Each  rate  request  must  be  acted  upon  by  the  PUC  within 
certain  time  limitations  and  according  to  certain  rules.  In 
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major  rate  cases,  or  those  involving  large  companies,  9 months 
usually  elapses  from  the  time  that  the  utility  files  its  request 
to  the  date  of  decision  by  the  PUC.  You  may  wonder  what  takes 
place  during  this,  investigation  and  how  this  affects  the  outcome. 
You  may  also  wonder  what  role  consumers  can  play  in  ratemaking. 
Finally,  there  is  a great  deal  of  information  about  a utility 
filing,  but  you  may  wonder  how  to  go  about  obtaining  it. 

The  point  is  that,  although  there  is  substantial  in- 
terest in  the  activities  of  the  Public  Utility  Commission,  con- 
sumers are  generally  unfamiliar  with  the  procedures  of  a rate 
case.  Few  consumers  know  how  to  go  about  obtaining  information 
on  the  nature  of  the  utility’s  rate  request.  Furthermore,  con- 
sumers who  might  wish  to  participate  in  a rate  case  are  not 
certain  what  types  of  information  are  needed  or  useful,  or  how  to 
present  this  information  to  the  PUC. 

This  handbook  explores  the  subject  of  ratemaking  and 
consumer  participation.  It  attempts  to  explain  in  easy  to  under- 
stand terms  how  rate  cases  are  handled  from  beginning  to  end.  It 
also  describes  some  issues  that  are  commonly  at  stake  in  a rate 
case  and  possible  forms  of  consumer  participation. 

Although  utility  regulation  is  technical  and  complex, 
this  handbook  tries  to  present  a simplified  description  of  the 
subject  matter.  The  important  point  to  remember,  however,  is 
this:  few  people  who  participate  in  a rate  case  understand  all 

aspects  of  all  issues.  A rate  filing  generates  volumes  of  infor- 
mation and  draws  from  many  different  and  often  conflicting  per- 
spectives. It  is  not  necessary  to  be  an  expert  in  all  areas  to 
participate . 

It  necessary  to  understand  and  be  familiar  with 
procedures  of  the  PUC.  It  is  also  necessary  to  be  familiar  with 
some  ratemaking  principles  if  you  plan  to  participate  and  have  an 
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impact  on  the  outcome.  The  results  of  your  efforts  will  depend 
upon  a number  of  factors.  Certainly,  the  greater  your  knowledge, 
the  greater  the  likelihood  you  will  be  able  to  contribute  to  the 
process . 


GET  FACTS 


I 


This  handbook,  "Rate  Case  Companion",  is  written  in 


four  chapters.  Chapter  1 describes  the  possible  pathways  or 
procedures  that  a utility  rate  filing  may  follow.  Chapter  2 
describes  rate  cases  which  go  to  hearings  and  are  later  subject 
to  a special  type  of  voting  by  PUC  Commissioners.  Chapter  3 
explains  some  ratemaking  terms,  principles,  and  issues.  Chap- 
ter 4 covers  sources  of  information  that  consumers  may  find 
useful  in  order  to  learn  more  about  a particular  rate  filing. 
Options  available  to  consumers  who  wish  to  participate  in  rate 
cases  are  also  covered  in  Chapter  4. 


By  no  means  can  this  handbook  tell  you  all  that  you 


need  to  know  about  utility  regulation.  It  is  hoped,  however, 
that  it  can  and  will  be  used  as  a guide  and  source  of  assistance 
to  consumers  interested  in  utility  rate  cases. 
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CHAPTER  1 


HOW  THE  PUC  RESPONDS  TO  A RATE  INCREASE  REQUEST 


PUC  regulation  of  public  utilities  covers  two  important 


areas:  rates  and  service.  The  quality  or  adequacy  of  utility 

service  is  an  important  element  in  PUC  regulation.  But,  it  is 
the  reasonableness  and  justness  of  a utility's  rates  which  are 
the  primary  concern  of  the  PUC ' s review  of  a rate  filing.  When  a 
company  applies  to  the  PUC  for  a rate  increase,  both  the  existing 
and  the  proposed  rates  of  the  utility  are  open  to  investigation 
and  possible  change. 


How  does  the  PUC  respond  when  a company  files  for 


increased  rates?*  A rate  filing  triggers  a series  of  actions. 
Initially,  the  PUC  must  do  one  of  three  things.  It  must: 


3l.  Suspend  the  filing  for  investigation? 
V and  hold  hearings,  then  grant  all,  ? 


2 some  or  none  of  the  request.  f 

3 3 

> 2.  Permit  a partial  increase  by  ex-  ? 

tending  an  Option  Order.  2 


Permit  the  proposed  increase  to 
become  effective  as  filed. 


1*  Suspend  And  Investigate  With  Hearings 


When  the  PUC  suspends  a rate  filing,  it  conducts  an 


investigation  into  the  request,  usually  through  hearings  which 
may  extend  over  several  months.  The  ultimate  result  of  the 


* The  actions  of  the  PUC  are  governed  primarily  by  the 
Public  Utility  Code.  Appendix  D contains  more  infor- 
mation about  the  Code  and  the  rules  and  regulations  of 
the  PUC  (which  have  the  force  and  effect  of  law)  and 
how  these  relate  to  rate  cases. 


4 


suspension  is  that  all,  some,  or  none  of  the  request  is  approved. 
This  procedure  is  usually  taken  when  large,  major  utilities  file 
for  rate  increases  with  the  PUC . You  will  need  to  become  familiar 
with  this  process  if  you  plan  on  in-depth  participation  in  a rate 
case  proceeding.  This  procedure  is  covered  in  detail  in  Chapter  2. 


Rather  than  hold  hearings,  the  PUC  may  permit  a partial 
increase  to  become  effective  after  an  internal  investigation  of 
the  filing.  The  investigation  entails  a complete  review  of  the 
filing  by  the  Bureau  of  Rates  and  other  bureaus  of  the  PUC.  This 
procedure  is  known  as  the  "Option  Order"  procedure.  In  an  Option 
Order,  the  company  (normally  a small  company)  is  usually  offered 
a lesser  amount  than  it  requested.  It  may  also  have  to  agree  to 
other  changes  in  its  tariff  (a  description  of  the  company's  rates 
and  terms  of  service)  on  file  with  the  Commission,  in  place  of 
the  PUC  holding  hearings.  Rather  than  going  to  the  time  and 
expense  of  lengthy  hearings,  the  company  usually  accepts  the 
offer  (option).  But,  if  the  company  believes  the  amount  to  be 
inadequate,  it  may  refuse  to  accept  the  Option  Order  in  which 
case  the  matter  goes  to  hearings.  In  fact,  it  may  get  more  or 
less  revenue  through  the  hearing  process,  so  a company  takes  a 
gamble  by  rejecting  an  Option  Order. 


Example 


A sewer  company  with  426  customers  proposed  a 
$62,000  hike,  but  the  PUC  felt  that  the 
company  deserved  only  $24,500.  The  company 
accepted  the  Option  Order  and  therefore  the 
request  did  not  go  to  hearings. 


Option  orders  are  rarely  extended  when  the  request 
comes  from  one  of  the  large  utilities,  or  when  it  is  a filing 
that  contains  unusual  issues.  The  PUC  staff,  in  making  a 
recommendation  to  the  Commissioners  to  extend  an  Option  Order, 
pares  the  increase  request  on  the  side  of  caution  because  the 
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case  has  not,  at  that  point,  been  subjected  to  the  rigors  of  the 
hearing  process.  It  is  important  to  note  that  the  acceptance  of 
an  option  order  by  the  PUC  does  not  preclude  or  foreclose  a 
consumer  from  continuing  or  "going  forward"  with  his/her  formal 
complaint  filed  against  the  rate  filing. 

Option  orders  are  utilized  for  many  of  the  smaller 
companies  applying  for  an  increase,  particularly  the  numerous 
small  gas  and  water  companies  having  few  customers.  Why? 
Because  many  of  the  expenses  of  the  hearing  process  get  passed  on 
to  ratepayers  as  a cost  of  doing  business.  The  PUC  is  experi- 
enced enough  in  dealing  with  these  small  companies  (some  have  as 
few  as  50  customers)  to  feel  confident  that  fair  rates  can  be  set 
without  hearings  and  without  burdening  customers  with  unnecessary 
costs . 

3.  Permit  The  Increase  As  Filed 

As  a last  alternative,  the  PUC  may  grant  the  request  as 
filed.  This  procedure  is  rarely  utilized,  because  there  will 
almost  always  be  needed  changes  to  the  request.  However,  a 
company  may  simply  need  to  increase  its  rates  to  cover  a certain 
identifiable  cost  or  costs.  A water  company,  for  example,  may 
experience  a slight  increase  in  its  electricity  bill  (electric 
pumping  expense)  due  to  a recent  increase  granted  to  the  electric 
company  serving  the  water  company.  These  filings  are  reviewed 
internally  in  a manner  similar  to  Option  Orders. 


GROUND  RULES 


There  are  some  important  ground  rules  pertaining  to  the 
PUC ' s handling  of  rate  requests  that  you  need  to  know  about. 
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1.  As  a general  rule,  a utility  company's  proposed 
rates  may  not  become  effective  for  a minimum  of  60  days  from  the 
date  of  filing  with  the  PUC.  During  this  60  day  review,  the  PUC 
examines  the  filing  and  decides  whether  to  suspend  the  filing  or 
take  other  action.  As  a rule,  rates  may  not  be  changed  during 
this  review  period. 


The  60  day  review  period  is  important  to  consumers. 
Under  law,  a utility  is  required  to  notify  ratepayers  of  its 
intention  to  seek  a change  in  rates.  The  notification  is  pro- 
vided to  consumers  through  a bill  insert  or  separate  mailing  at 
the  outset  of  the  60  day  period.  It  serves  as  a "cue"  about  the 
nature  of  the  filing--it  must  tell  you  the  amount  of  the  request, 
approximately  how  much  your  monthly  bill  will  increase  under  the 


proposed  rates,  and  the  proposed  effective  date. 

IMPORTANT  NOTICE  TO  OUR  G.'iLS  CUSTOMERS 

Plca.se  take  notice  that  on  Julv  29. 1983  the  undersicned  filed  wnth  the  Pennsylvania  Public  Utility  Commission 
Suptilemcnt  .No.  4 to  Gas  Tanif  .N'o.  25.  Lncrcasintj  your  bills  for  scr%ace  etfcciive  beptember  28.  1983.  The  total 
increase  ol  approximately  841  milLon  is  approximately  99"u  of  the  Company  s annual  revenues,  but  the  increase 
in  your  bill  may  vary  slightly  or  substanoaily  trom  this  percentage  depending  on  use  or  applicable  rate  schedules. 


Without  Heating 
With  Heating 


Annual  Use 
cef 

260 

1320 


.Annual  Cost  of  Semce 
Existing  Hates  Proposed  Rates 

$234.58  $ 28.3.06 

$938.52  $1,058.43 


Increase 
Per  Day 

$.13 

$33 


Upon  request,  the  Company  util  inform  you  of  the  effect  upon  your  bills.  You  may  examine,  at  the  Company's 
offices,  a copy  of  the  matenaJ  filed  with  the  Public  Utility  Commission  explaining  the  proposed  increase  and 
itsjustification. 

The  proposed  rate  increase  is  subject  to  e.xamination  by  the  Penasylvania  Public  Utility  Commission  which 
may  suspend  its  effectiveness  or  institute  a formal  investigation  thereof,  or  both,  if  it  deems  it  appropnate. 

Forms  lor  the  filing  of  a formal  complaint  may  be  obtained  by  you  upon  request  to  Pennsylvania  Public  Utility 
Commcssion.  Harrisburg,  Pennsylvania  17120.  The  timely  liiing  of  a formal  complaint  entitles  you  to  a hearing 
at  which  you  may  present  testimony  and  question  Company  witnesses,  and  places  on  the  Company  the  burden 
of  proving  that  the  proposed  rates  are  rpn<;nnable. 
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The  notice  also  informs  you  of  the  right  to  file  a 
formal  complaint  with  the  PUC . This  is  a procedure  whereby  you 


would  present  evidence  to  a PUC  Administrative  Law  Judge  in  a 
legal  proceeding  and  possibly  cross-examine  company  witnesses. 
The  notification  is  sent  to  you  so  that  you  are  aware  of  this 
right  and  so  that  your  complaint  is  filed  on  time.  The  best  time 
to  file  a formal  complaint  is  within  60  days  of  receiving  notice 
by  the  utility  company.  In  this  way,  you  place  the  burden  on  the 
company  to  prove  that  its  request  is  justified. 


The  60  day  period  is  important  to  consumers  for  still 


another  reason.  Aside  from  reviewing  documents  that  the  utility 
is  required  to  submit  to  the  PUC,  the  PUC  always  checks  to  see 
how  many  and  what  type  of  complaints  it  is  receiving  from  con- 
sumers before  deciding  the  most  appropriate  procedure  to  handle 
the  request.  If,  for  example,  there  are  numerous  complaints  from 
consumers  about  a small  water  company  which  has  asked  for  a rate 
increase,  the  Commission  may  choose  to  suspend  the  filing  and 
hold  hearings,  rather  than  extend  an  Option  Order.  Complaints 
may  be  informal  (a  letter  sent  to  the  PUC)  or  formal.  Complaints 
from  consumers  do  play  a role  in  ratemaking,  but  their  effective- 
ness and  impact  varies.  Chapter  4 contains  more  information  on 
this  subject. 
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2.  Deadlines  exist  under  the  law  by  which  time  the  PUC 
must  act  on  any  change  in  rates.  For  "general"  rate  increases, 
the  PUC  must  decide  by  the  end  of  9 months  from  the  date  of  filing 
(or  7 months  from  the  company's  proposed  effective  date)  what  a 
company's  rates  shall  be.  General  rate  filings  are  those  which 
affect  more  than  5%  of  a utility's  customers  and  involve  more 
than  3%  of  its  gross  in-state  operating  revenues.  If  the  PUC 
fails  to  act  by  the  end  of  the  9 month  period,  a company's  pro- 
posed rates  may  become  effective.  The  PUC  does  have  the  power  to 
order  refunds  if  it  later  decides  these  rates  to  be  excessive. 


3.  The  PUC  Commissioners  vote  on  the  procedure  to  be 
adopted  for  rate  filings.  General  rate  filings,  however,  are 
suspended  by  operation  of  law.  Otherwise,  the  PUC  Commissioners 
decide  whether  to  suspend  the  filing  and  hold  hearings,  present 
an  Option  Order,  or  other  action.  Although  various  Bureaus  of 
the  PUC  (such  as  the  Law  Bureau,  Bureau  of  Rates  and  others)  may 
provide  staff  recommendations  to  the  PUC  Commissioners,  it  is  the 
Commissioners  who  determine  in  terms  of  procedure  what  is  done 
with  a rate  filing.  Commissioners  also  vote  on  the  content  of  an 
Option  Order  and  on  the  final  outcome  of  a rate  filing  that  has 
gone  through  hearings.  Voting  is  done  at  Public  Meeting,  which 
occurs  regularly,  usually  on  a weekly  basis  and  takes  place  at 
the  PUC's  main  office  in  Harrisburg. 
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4.  Another  point  that  should  be  made  about  rate 
filings  is  this:  in  all  rate  cases  for  which  the  company  is 
seeking  to  change  its  rates  ("proposed"  rates),  the  burden  of 
proof  is  always  on  the  utility  to  show  that  its  request  - every 

part  of  it  - is  justified.  Burden  of  proof  refers  to  the  re- 
sponsibility of  the  utility  to  introduce  sufficient  evidence  into 
the  record  in  order  to  prevail  or  win.  However,  the  rule  is 
complicated  by  an  important  point  that  consumers  need  to  be  aware 
of : 


If  you  intend  to  challenge  a utility's  existing 
rates  by  filing  a formal  complaint,  the  burden  of 
proof  is  on  you  as  a complainant  to  show  that  the 
existing  rates  are  unjust  or  unreasonable.  A 
company's  existing  rates  have  already  been  liti- 
gated in  a previous  case  and  have  been  approved  by 
the  PUC.  If  you  come  later  and  challenge  what  has 
been  thrashed  out  earlier,  you  must  carry  the 
burden  of  showing  how  the  earlier  'decision  has 
since  become  unfair  or  unreasonable.  The  PUC  may 
be  persuaded  by  your  complaint  to  enter  a com- 
plaint of  its  own.  In  such  case,  your  formal 
complaint  will  be  "consolidated"  (joined)  with  the 
Commission's  complaint,  and  the  burden  of  proof 
will  be  on  the  company,  even  as  to  its  existing 
rates . 
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5.  Finally,  as  previously  stated,  PUC  regulation  of 
utilities  covers  rates  and  service.  What  happens  when  a company 
asks  for  an  increase  in* its  rates  and  numerous  formal  complaints 
are  also  filed  about  its  service?  Is  there  a special  procedure 
for  handling  these  service  complaints  or  are  service  and  rate 
matters  heard  together  in  the  rate  case  proceeding? 

A company's  rates  are  the  primary  issue  in  a rate  case 
filing.  Normally,  if  rates  are  sufficient  and  the  company  is 
well  managed,  service  is  adequate.  (Adequacy  of  service  is 
mandated  by  the  Public  Utility  Code  and  various  PUC  regulations.) 
Under  certain  circumstances,  complaints  about  poor  or  inadequate 
service  may  be  combined  with  formal  complaints  against  the  pro- 
posed rate  increase.  However,  you  should  be  aware  that  the 
burden  of  proof  for  service  complaints  is  on  you  as  the  complain- 
ant. This  is  true  even  if  combined  with  your  complaint  about  the 
proposed  rate  increase  on  one  form. 

As  mentioned  earlier  in  this  chapter,  the  burden  of 
proof  rests  with  the  utility  when  it  requests  a change  in  its 
rates.  Since,  in  a service  complaint  proceeding,  the  burden  of 
proof  rests  with  the  complainant  or  the  consumer,  it  may  be  best 
to  keep  rate  and  service  complaints  separate.  Furthermore,  time 
constraints  for  deciding  a rate  case  do  not  always  permit  adequate 
time  to  address  service  problems  as  well.  Therefore,  if  your 
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main  objective  is  to  force  improvement  of  service,  the  simplest 
and  best  method  is  to  file  a separate  formal  complaint  alleging 
inadequate  service. 

However,  there  are  occasions  where  rates  and  service 
matters  should  be  heard  together.  Sometimes  two  separate  com- 
plaints (one  against  service,  the  other  against  rates)  are  "con- 
solidated" by  the  PUC,  or  heard  together.  In  a recent  case,  for 
example,  the  PUC  held  that  consolidation  of  rate  and  service 
complaints  was  proper  in  certain  circumstances: 

Complaints  concerning  quality  of  service  being 
provided  by  a utility  may,  in  a particular  rate 
proceeding,  be  of  significant  magnitude  to  require 
consideration  in  reaching  a determination  as  to 
the  appropriate  level  of  revenues  for  the  utility.* 

This  situation,  however,  tends  to  be  the  exception 
rather  than  the  rule. 

Your  right  to  file  a formal  complaint  about  a utility’s 
service  exists  whether  or  not  the  company  has  applied  to  the  PUC 
for  an  increase  in  its  rates.  Part  II,  "Consumers  and  the  PUC", 
contains  an  in-depth  explanation  of  service  complaint  procedures 
and  may  be  helpful  to  you  if  your  primary,  concern  is  poor  or 
inadequate  service. 


Consumer  Advocate  v.  Big  Run  Telephone,  R-79100968  and 
C-80062021,  Order  adopted  September  4,  1982. 


12 


CHAPTER  2 


EVIDENTIARY  HEARINGS  AND  VOTING  BY  COMMISSIONERS 


Rate  cases  attract  participation  by  many  people.  Many 
points  of  view  may  be  argued  in  a rate  case.  In  a rate  filing 
that  involves  a large  utility  company,  there  may  be  numerous 
intervenors,  or  parties  who  have  filed  formal  complaints  against 
the  rate  request.  Some  of  these  may  be  large  industrial  users, 
commercial  customers,  government  entities,  citizens,  consumer  or 
public  interest  groups.  These  intervenors  usually  present  points 
of  view  not  represented  by  others  and  may  present  testimony  in 
the  "evidentiary  hearings"  that  are  held.  These  are  fact-finding 
hearings  that  the  PUC  initiates  when  it  suspends  a rate  filing  or 
that  occur  when  a party  files  a formal  complaint  with  the  PUC. 

Not  everyone  who  objects  to  a rate  filing  chooses  to 
participate  in  the  evidentiary  hearings  which  are  explained 
below.  Individual  consumers  can  participate  in  public  input 
hearings , which  do  not  require  that  a complaint  form  be  filled 
out.  Public  input  hearings  are  held  when  there  is  substantial 
interest  by  the  public  in  the  rate  case.  They  are  usually  held 
in  the  evening  and  in  the  utility’s  service  area.  At  these 
meetings,  consumers  may  give  testimony  and  their  views  on  the 
proposed  rate  request  by  giving  either  sworn  or  unsworn  (affirmed 
or  unaffirmed)  testimony.  , (This  form  of  consumer  participation 
is  explained  in  greater  detail  in  Chapter  4.) 

WHO  PARTICIPATES  IN  HEARINGS 

It  is  in  the  evidentiary  hearings  that  the  company's 
claims  are  subjected  to  in-depth  scrutiny.  Usually,  you  will 
find  that  the  following  parties  are  active  participants  in  a rate 
case  proceeding: 

1.  the  Utility  Company  - represented  by  its  attorneys. 

Volumes  of  required  information  will  be  filed  in 

support  of  the  increase  if  the  utility  is  a large 
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one . 


There  may  be  hundreds  of  different  items 
which  together  make  up  a company's  "rate  case 
filing"  and  which  the  company  will  present,  along 
with  its  witnesses,  to  prove  its  case. 

2.  the  PUC  Trial  Staff  - a unit  consisting  of  law- 
yers, accountants,  economists,  and  other  experts 
from  various  Bureaus  within  the  PUC.  The  Trial 
Staff  is  charged  with  the  responsibility  to  rep- 
resent the  public  interest  (that  is,  all  the 
utility  company's  customers  - residential,  com- 
mercial, industrial,  municipal)  on  all  matters  at 
issue  in  the  rate  case  proceeding.  To  do  so. 

Trial  Staff  will  present  its  own  testimony,  cross- 
examine  company  witnesses,  and  take  positions  on 
issues  in  the  rate  case. 

3.  the  Office  of  Consumer  Advocate  (OCA)  - a govern- 
ment entity  separate  from  the  PUC,  as  part  of  the 
Attorney  General's  Office.  The  Consumer  Advocate 
was  created  by  law  in  1976  to  represent  consumers 
in  proceedings  before  the  PUC,  the  courts  and  even 
federal  agencies.  The  OCA  employs  attorneys,  and 
on  a case  by  case  basis,  hires  expert  witnesses  to 
testify  on  specific  issues  on  its  behalf.  (See 
Consumer  Referral  Guide,  #5,  Appendix  C,  for  OCA's 
address  and  telephone  number. ) 

These  parties,  along  with  others  who  have  filed  formal 
complaints,  assemble  before  an  Administrative  Law  Judge  (ALJ)  at 
the  outset  of  the  hearings.  An  ALJ  is  an  attorney  employed  by 
the  PUC  who  presides  over  all  the  hearings.  ALJ's  enjoy  employ- 
ment protections  which  give  them  great  independence  to  decide 
cases  as  they  see  fit.  The  ALJ  is  responsible  for  the  develop- 
ment of  a complete  record.  He  or  she  also  administers  the  conduct 
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of  the  proceedings  and  makes  a Recommended  Decision  at  the  con- 
clusion of  the  hearings  on  how  issues  should  be  resolved. 


The  initial  meeting  is  called  a prehearing  conference. 


At  the  prehearing  conference,  the  participants  submit  witness 
lists,  exhibits  and  an  "issues  list".  Hearing  dates  and  loca- 
tions are  scheduled  and  sometimes  certain  facts  are  agreed  to  or 
"stipulated",  meaning  they  are  not  subject  to  further  exploration 
in  the  hearings.  If  you  intend  to  participate  in  the  hearings, 
your  attendance  at  the  pre-hearing  conference  may  be  critical  to 
understanding  the  course  of  the  rate  case.  The  ALJ  will  want  to 
know  the  extent  of  your  intended  participation  in  the  hearings. 


WHAT  HAPPENS  IN  HEARINGS 


At  the  evidentiary  hearings,  the  validity  of  data 
submitted  by  parties  is  tested  along  with  the  credibility  of 
witnesses  who  sponsor  the  data.  The  hearings  follow  certain 
rules  which  are  basically  set  up  to  allow  all  parties  to  present 
and  build  a case.  The  Public  Utility  Code  gives  the  PUC  broad 
powers  to  subpoena  witnesses  and  books,  records,  papers  and 
documents.  Similarly,  in  order  to  discover  the  facts,  the  parties 
may  submit  written  questions  to  other  parties,  called  "interroga- 
tories", which  must  be  answered  under  oath.  A variety  of  tactics 
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exist  whereby  parties  can  "discover"  or  find  out  additional 
information  about  the  validity  of  the  company's  claim.  Parties 
may  present  testimony,  cross-examine  another  party's  witnesses 
and  engage  in  a number  of  legal  tactics  to  build  a case  or  shed 
light  on  an  issue.  It  is  very  much  like  a civil  trial.  There  is 
a company  which,  like  the  plaintiff  in  a civil  trial,  must  prove 


its  case,  and  others  who  attempt  to  counter  certain  claims  and 
advance  other  theories  or  points  of  view. 

All  testimony  that  is  presented  orally  (much  is  pre- 
sented in  writing)  is  recorded  by  a court  reporter.  These 
hearings  are  open  to  the  public.  Usually,  they  take  place  in  one 
of  the  Commission's  hearing  rooms  located  in  Harrisburg  or  in  a 
PUC  regional  office  hearing  room.  The  testimony  and  exhibits 
that  are  submitted  consist  of  "the  record".  It  is  this  "record", 
with  any  pertinent  testimony  from  the  public  input  hearings, 
which  is  used  by  the  PUC  to  rule  on  the  case  and  determine  any 
allowed  increases  to  the  company. 

All  testimony  and  all  written  materials  are  docketed 
(or  filed  into  a coded  numbering  system)  and  made  available  for 
inspection  and  study  by  the  public  (see  Appendix  E for  an  expla- 
nation of  the  docketing  system.).  Separate  folders  will  contain 
the  hearing  transcripts  and  exhibits,  depositions,  responses  to 
interrogatories  and  admissions,  and  other  non-confidential  infor- 
mation. 
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Sometimes,  as  the  hearing  process  develops,  the  parties 
may  agree  to  a settlement,  rather  than  continue  with  the  hearings 
In  a settlement  the  parties  enter  into  an  agreement  that  is 
worked  out  to  accommodate  as  many  complainants  as  possible. 
Settlements  must  be  reviewed  and  approved  by  the  ALJ  and  the  PUC 
Commissioners.  Settlements  rarely  occur  until  all  the  company's 
data  is  placed  into  the  record  and  at  least  a few  hearings  have 
taken  place  so  that  the  company  witnesses  can  be  cross-examined. 

After  the  hearings,  each  of  the  parties  submits  to  the 
ALJ  a Brief--a  written  summary  of  pertinent  facts  and  arguments 
to  support  these  facts.  Briefs  must  be  submitted  on  time. 
Briefs  are  usually  followed  by  Reply  Briefs,  which  are  responses 
to  other  parties'  Briefs. 

Once  the  ALJ  receives  these  documents,  he/she  sets 
about  the  task  of  preparing  a Recommended  Decision  for  consider- 
ation by  the  full  Commission.  A Recommended  Decision  includes  a 
statement  of  how  issues  should  be  resolved,  which  in  turn  deter- 
mines the  revenue  needs  of  the  company  and  the  proportion  of  any 
increase  which  should  be  borne  by  each  class  of  customer.  This 
is  a very  important  document  that  may  carry  a great  deal  of 
weight  when  the  final  decision  is  made.  The  Recommended  Decision 
is  sent  to  all  parties  who  are  active  participants  in  the  rate 
case . 


There  is  still  a very  important  step  that  occurs  prior 
to  the  case  being  reviewed  by  the  PUC  Commissioners.  This  is  the 
filing  of  Exceptions  by  parties  to  the  rate  case.  These  are 
documents  containing  disagreements,  legal  or  factual,  with  spe- 
cific issues,  interpretations,  points  of  view,  etc.,  of  the 
Recommended  Decision  of  the  Administrative  Law  Judge.  Reply 
Exceptions  are  often  filed  as  well.  Exceptions  are  important  to 
file  if  a party  wishes  to  preserve  an  issue  for  Commission  decision. 
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“I  take  exception!” 

If  no  Exception  is  taken  on  a certain  issue,  the  issue  will 
normally  not  be  voted  on  by  the  PUC  Commissioners.  A Commis- 
sioner may  raise  a point  or  suggest  a modification  of  the 
Recommended  Decision.  Otheirwise,  the  position  of  the  Adminis- 
trative Law  Judge  in  the  Recommended  Decision  is  the  determining 
factor  for  treatment  of  that  issue. 

HOW  THE  PUC  DECIDES  THE  CASE 

The  Commissioners  are  sent  the  Briefs,  Reply  Briefs, 
the  Recommended  Decision,  Exceptions  and  any  Reply  Exceptions  as 
they  are  filed.  These  documents  are  reviewed  by  the  PUC  Commis- 
sioners, their  staff  and  others.  The  Office  of  Special  Assistants 
of  the  PUC  then  prepares  "polling"  sheets  for  voting  by  the  PUC 
Commissioners . 
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The  polling  sheets  contain  a list  of  all  contested  issues  and 
indicate  a statement  of  the  positions  of  the  ALJ,  the  Trial 
Staff,  the  utility,  the  Consumer  Advocate,  and  other  parties  to 
the  case.  A Commissioner  selects  one  of  these  positions  or 
offers  some  other  position  based  upon  the  evidence  of  record. 
How  a Commissioner  votes  on  each  issue  helps  to  determine  the 
final  outcome  because  almost  all  issues  have  a dollar  value. 
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Once  the  poll  is  taken  and  a majority  position  known  on 
each  contested  issue,  the  total  amount  of  money  (called  the 
revenue  requirement)  which  the  company  is  allowed  to  receive  is 
then  calculated.  Polling  is  done  in  public  session.  After 
polling,  a Commission  Order  is  drafted  to  reflect  the  majority 
position  based  upon  the  poll.  The  PUC  Commissioners  eventually 
vote  for  or  against  a final  Oider,  which  is  the  official  Commis- 
sion action.  The  polls  are  nonbinding  on  a Commissioner  and  a 
Commissioner  may  change  a polling  vote  at  any  time  prior  to  the 
vote  on  the  final  Order.  This,  of  course,  may  change  the  total 
allowed  revenue  amount.  A Commissioner  may  disagree  with  the 
majority  position  for  resolution  of  some  of  the  issues  leading  to 
the  final  Order;  but  he  or  she  may  still  vote  for  the  final  Order 
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as  a reasonable  "bottom  line"  amount  in  order  to  avoid  the 


utility's  proposed  rates  from  going  into  effect  (because  of 
expiration  of  the  time  set  by  law  to  decide  the  case.) 

After  the  rate  case  is  voted  on,  the  company  must  file 
a compliance  tariff  with  the  PUC . A compliance  tariff  consists 
of  the  newly  approved  rates.  These  rates  usually  take  effect  on 
the  last  day  of  the  7 month  suspension  period.  (A  tariff  spells 
out  all  rates  and  terms  of  service,  much  like  a contract  between 
a customer  and  a company. ) Tariffs  are  on  file  in  certain  utility 
business  offices  and  in  the  Tariff  and  Annual  Report  Section, 
Bureau  of  Rates  of  the  PUC.  See  Appendix  H for  an  explanation  of 
a tariff. 

The  PUC  is  something  like  a court  with  its  own  "judges" 
and  prosecutor  (Trial  Staff).  Its  decisions  have  the  full  force 
of  law.  The  PUC  is  empowered  to  enforce  its  decisions  and  obtain 
"relief"  in  instances  where  a company  does  not  comply  with  a PUC 
Order.  But  parties  can  and  do  challenge  the  final  decisions  of 
the  PUC. 


There  are  several  courses  of  action  available  to  parties 
who  disagree  with  the  outcome  of  a rate  case.  These  entail  an 
appeal  to  Commonwealth  Court,  and  perhaps  to  the  Supreme  Court  of 
Pennsylvania.  There  are  also  certain  types  of  appeals  to  the 
PUC:  a Petition  for  Reconsideration,  Rehearing,  or  Supersedeas 

(postponement).  Appeals  are  made  by  a party  to  the  rate  case 


who  believes  that  the  decision  was  somehow  incorrectly  determined 
A party's  right  to  appeal  to  the  Commonwealth  Court  and  perhaps 
to  the  Pennsylvania  Supreme  Court  provides  a check  and  balance  to 
the  PUC's  authority.  Court  decisions  can  ultimately  change  the 
rate  that  was  earlier  approved  by  the  PUC,  and  provide  binding 
authority  for  future  handling  of  the  same  issue  by  the  PUC. 


21 


CHAPTER  3 


RATEMAKING  PRINCIPLES  AND  ISSUES 


You  may  wonder  what  types  of  items  are  investigated  in 


a rate  case.  Put  another  way,  why  is  there  a need  for  hearings 
and  what  is  the  debate  really  all  about?  How  is  it  that  so  many 
different  assertions  will  be  made  as  to  what  the  utility  company's 
proper  increase  should  be?  An  Administrative  Law  Judge  will 
recommend  that  a company  receive  one  amount,  for  example,  while 
the  utility  company  and  Consumer  Advocate  may  be  at  opposite  ends 
of  the  scale.  Is  anybody  right? 


A rate  case  involves  fundamental  questions  about  a 


utility  company  and  its  operations.  For  example,  a rate  case 
will  normally  address  the  subject  of  expenses  and  whether  or  not 
such  expenses  should  be  paid  by  ratepayers.  At  the  conclusion  of 
a rate  case  certain  expenses  may  be  allowed  (and  therefore  re- 
flected in  the  overall  amount  granted  to  the  company)  while 
others  may  be  disallowed  (not  reflected  in  any  increase.) 


fUNPAMEHTAL  QUESTIONS 


how  should  the  company  design  its  rates  so  that  it 
will  meet  expenses,  best  recover  costs  and  maintain 
stable  revenues? 


Other  questions  that  may  be  addressed  include: 


how  much  profit  ("return  on  investment  in  plant 
and  equipment")  is  "reasonable"? 


has  the  company  managed  its  operations  "prudently"? 


is  the  company  making  "proper"  investments  in 
facilities  to  provide  service? 
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has  the  company  identified  its  costs  accurately  or 
has  the  company  overstated  expenses  and  under- 
estimated revenues? 

does  the  company  have  excess  generating  capacity 
and/or  are  the  generating  plants  operating  efficiently? 


PRINCIPLES 


It  is  important  to  understand  what  the  PUC  attempts  to 
do  in  a rate  case.  The  main  objective,  of  course,  is  to  investi- 
gate the  request,  determine  its  validity,  and  to  set  a level  of 
prices  that  is  fair  to  ratepayers  and  that  permits  the  utility  an 
opportunity  to  earn  a fair  profit.  Utilities,  under  law,  are 
entitled  to  recover  money  from  ratepayers  to  cover  expenses  and 
earn  a return  on  the  investment  it  has  made  in  plant  and  equipment 
which  is  used  to  provide  service.  Utilities  are  not  guaranteed  a 
profit  under  PUC  regulation--only  the  opportunity  to  earn  it. 

The  Public  Utility  Code  states:  "Every  rate  made,  demanded  or 

received  ...shall  be  just  and  reasonable...."  Ratemaking  attempts 
to  balance  the  interests  of  ratepayers  and  stockholders  by  deter- 
mining just  and  reasonable  rates  for  both  ratepayers  and  stock- 
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It  is  also  important  to  understand  another  principle 
about  utilities  and  ratemaking.  A utility,  unlike  other  com- 
panies, cannot  simply  raise  its  prices  at  any  time  whenever  its 
costs  have  increased.  It  must  first  obtain  approval  from  the  PUC 
through  procedures  described  in  the  previous  chapters.  Because 
of  the  time  required  to  put  together  a rate  case,  and  the  total 
of  nine  months  (60  days  review  period  plus  7 month  suspension 
period)  which  the  PUC  can  take  to  decide  a case,  large  utilities 
can  change  their  base  rates  once  a year  at  best.  (A  change  in 
base  rates,  of  course,  does  not  include  other  periodic  rate 
adjustments,  such  as  the  energy  cost  rates,  gas  cost  rate,  or 
changes  in  the  state  tax  adjustment  surcharge.) 

Also,  a utility  company,  unlike  other  companies,  is 
required  by  PUC  regulation  to  meet  all  reasonable  requests  for 
service  from  all  customers  within  its  geographic  area  (this  is 
called  "obligation  to  serve" ) . Although  this  obligation  to  serve 
provides  a relatively  assured  customer  base  for  the  monopoly 
utility  company,  it  also  carries  with  it  certain  unavoidable 
costs.  High  cost  areas  (e.g.,  rural  areas)  must  be  served  and 
high  levels  of  demand  for  service  (e.g.,  heavy  air  conditioning 
use  on  a very  hot  summer  day)  must  be  dealt  with  somehow. 


REASONS  FOR  REOUEST 


A utility  may  file  for  higher  rates  for  a number  of 
reasons.  Certainly,  if  you  plan  on  participating  or  challenging 
a utility's  rate  filing,  you  will  need  to  know  at  the  very  least 
what  its  reasons  are.  Some  reasons  may  be: 

^ 1.  New  facilities  (power  plants  and  other  equipment) 
may  have  been  placed  into  service  by  the  company  since  the  last 
rate  case  and  the  company  will  need  to  begin  recovering  the  cost. 
The  PUC  must  recognize  facilities  that  are  "used  and  useful"  for 
providing  service.  This  is  done  by  placing  the  property  into  a 
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utility’s  rate  base.  The  rate  base  represents  the  amount  of 
investment  over  the  years  in  its  facilities  to  provide  service. 

The  utility  earns  its  return  or  profit  on  the  rate 
base.  In  a rate  case,  the  parties  will  carefully  examine  whether 
any  new  investments  are  necessary,  what  the  value  of  the  plant  or 
investment  is,  and  what  purposes  the  facilities  serve  (who  bene- 
fits). Obviously,  determining  the  rate  base  is  an  extremely 
important  item  in  a rate  case.  Much  effort  is  spent  attempting 
to  determine  the  company's  rate  base,  with  what  should  and  should 
not  be  included  in  the  rate  base. 

1^  2 . A utility’s  cost  of  service  may  have  increased 
(increased  labor  costs,  supplies,  taxes,  etc.)  This  includes  an 
examination  of  the  company's  expenses  such  as  operating  and 
maintenance  costs.  Utilities  do  not  charge  ratepayers  for  ex- 
penses plus  a mark  up  on  the  expenses,  similar  to  other  com- 
panies. A utility  charges  its  ratepayers  for  expenses  (if 
prudently  incurred)  and  then  earns  a profit  on  its  investment  in 
the  rate  base. 

Expenses  are  an  issue  in  every  rate  case.  A partic- 
ularly important  expense  is  depreciation  and  how  the  company 
depreciates  its  investments,.  When  a company  makes  an  investment, 
its  cost  is  not  collected  from  ratepayers  all  at  once.  Initially, 
a company  charges  to  a customer  a portion  of  the  cost  of  the 
investment.  The  remainder  is  left  to  be  recovered  from  rate- 
payers over  a certain  period  of  time,  such  as  the  life  span  of 
the  item  in  question.  This  remaining  amount  of  undepreciated 
investment  is  left  in  the  rate  base.  The  rate  base  is  reduced  as 
items  of  plant  and  equipment  are  depreciated.  When  investments 
are  depreciated  quickly  or  in  large  amounts  early  on,  the  rate- 
payer pays  upfront  more  quickly,  but  this  lowers  the  size  of  the 
rate  base  (on  which  profit  is  earned).  Therefore,  the  method  of 
depreciation  is  an  issue  of  importance  to  consumers. 
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BOND  YIELDS 


If  3 . The  cost  of  financing  its  operations  may  have 
increased.  Utility  companies  are  usually  in  the  process  of 
expanding  existing  facilities  or  replacing  old  facilities.  To  do 
so  often  requires  large  sums  of  money.  Utility  companies  raise 
money  in  three  basic  ways: 


through  internally  generated  funds;  that  is, 
earnings  which  are  retained  by  the  company 
and  used  to  finance  its  operations. 

through  borrowing  money,  which  is  usually 
done  by  issuing  bonds  on  which  the  company 
must  pay  interest. 

by  issuing  stock  from  which  the  stockholder 
expects  a reasonable  return  (dividends). 


For  the  most  part,  utilities  must  use  outside  sources  of  financing. 
They  must  attract  investors  who  are  willing  to  purchase  the 
company's  bonds  or  stocks. 

The  company  may  believe  that  its  current  rates  are  in- 
sufficient to  earn  a profit  that  will  attract  such  investors. 

The  company,  therefore,  seeks  to  increase  its  level  of  rates 
arguing  that  this  will  attract  bondholders  and  stockholders  who 
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will  provide  the  money  to  finance  the  company's  operations  or 
construction  program.  The  Commission's  objective  here  is  to  find 
the  level  of  profit  (a  suitable  rate  of  return)  that  will  enable 
the  company  to  earn  a return  high  enough  to  attract  investors, 
but  not  so  high  that  customers  pay  more  than  is  absolutely 
necessary . 

Rate  of  return  in  dollar  amounts  usually  represents  a 
substantial  portion  of  a rate  filing.  It  is  frequently  contro- 
versial because  it  is  not  always  so  easy  to  determine  what  the 
correct  or  proper  profit  level  should  be  for  utility  companies. 
But  at  the  conclusion  of  the  rate  case,  the  PUC  decides  what  the 
rate  of  return  should  be  for  the  company.  Rate  of  return  differs 
from  company  to  company  and  depends  upon  many  factors . 


In  determining  the  level  of  profit,  the  PUC  is  guided 
by  the  financial  marketplace  as  well  as  by  the  ground  rules  set 
forth  by  the  United  States  Supreme  Court,  which  stated: 


A public  utility  is  entitled  to  such  rates  as  will 
permit  it  to  earn  a return  on  the  value  of  its 
property  which  it  employs  for  the  convenience  of 
the  public  equal  to  that  generally  being  made  at 
the  same  time  and  in  the  same  general  part  of  the 
country  on  investments  in  other  business  under- 
takings which  are  attended  by  corresponding  risks 
and  uncertainties;  but  it  has  no  constitutional 
right  to  profits  such  as  are  realized  or  antici- 
pated in  highly  profitable  enterprises  or  specu- 
lative ventures. 

The  return  should  be  reasonably  sufficient  to 
assure  confidence  in  the  financial  soundness  of 
the  utility,  should  be  adequate,  under  efficient 
and  economical  management,  to  maintain  and  support 
its  credit  and  enable  it  to  raise  money  necessary 
to  the  proper  discharge  of  its  public  duties.  A 
rate  of  return  may  be  reasonable  at  one  time,  and 
become  too  high  or  too  low  by  changes  affecting 
opportunities  for  investment,  the  money  market, 
and  business  conditions  generally.  Bluef ield 

Waterworks  & Improvement  Company  v.  Public  Service 

Commission  of  W.  Va.,  262  U.S.  679,  692-693  (1923). 
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THE  EQUATION 

Although  very  little  is  simple  in  a rate  case,  the 
equation  that  is  used  to  determine  rates  is  very  simple.  The 


equation  is: 


RR  : (ROR  X RB)  * E 

Revenue  Requirement  = Rate  of  Return  x Rate  Base  plus  Expenses 


In  short,  the  total  amount  of  money  that  a utility  company  needs 
(its  revenue  requirement)  is  equal  to  its  expenses  plus  a profit 
on  its  investment.  Once  a utility’s  revenue  requirement  is 
known,  the  existing  rates  are  then  adjusted  (upwards  or  downwards) 
to  meet  that  needed  amount.  Parties  in  a rate  case  frequently 
differ  (for  all  the  reasons  discussed  here  as  well  as  other 
reasons)  as  to  what  the  revenue  requirement  should  be. 


r£sr  ysAR 


It  is  important  to  understand  that  this  equation  is  set 
within  the  context  of  what  the  utility’s  revenue  needs  are  over  a 
given  period  of  time.  Under  present  law,  any  need  for  increased 
revenues  must  be  supported  by  actual  figures  or  financial  infor- 
mation based  on  a test  year.  Since  no  one  can  accurately  predict 
what  a utility’s  costs  and  needed  income  will  be  once  rates  go 
into  effect  (rates  are  set  ahead  or  prospectively),  the  utility 
must  submit  data  for  an  historic  test  year.  This  represents 
relatively  recent  data  or  a snapshot  view  of  the  utility’s  ex- 
penses and  revenues  over  a 12  month  period  preceding  the  rate 
filing.  Utilities  are  also  permitted  to  use  a combination  of  an 
historic  and  future  test  year.  A future  test  year  (FTY)  might 
look  something  like  this; 
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FTY 


Historic 
-Test  Year- I 
Eads 


Moath  1 2 3 4 5 6 7 8 9 10  11  12 

60  day 

Case  Effective  Suspension  and 

I -Prepared | -Period- 1 Investigation 1 

(3  mos.)  (2  mos.)  (7  mos.) 

Oftentimes,  the  future  test  year  ends  at  about  the  same  time  that 
the  PUC  investigation  is  concluded.  As  you  can  see  from  the 
diagram,  even  a future  test  year  is  still  largely  past  history 
when  the  Commission  makes  a final  decision  at  the  end  of  the 
suspension  period. 


STRUCTURE 


Finally,  although  the  total  amount  of  money  a company 
claims  it  needs  is  a very  important  issue  in  a rate  investigation, 
there  is  also  the  question  of  how  this  total  amount  should  be 
recovered  from  ratepayers.  For  example,  a company's  revenue 
requirement  may  be  $50  million.  The  company's  number  of  cus- 
tomers may  be  200,000.  How  should  these  customers  pay  for  the 
increase?  What  portion  of  the  increase  should  each  customer  be 
expected  to  bear?  These  questions  are  addressed  in  the  rate 
structure  section  of  the  PUC ' s investigation. 


R - RESIDENTIAL 
C = COMMERCIAL 
/ = INDUSTRIAL 
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Rate  structure  issues  usually  involve  a close  examina- 
tion of  the  classes  of  customers  and  which  classes  cause  the 
company  to  incur  specific  costs.  The  main  classes  of  customers 
are  residential,  commerical,  and  industrial.  Many  times,  since 
utility  facilities  that  provide  service  are  shared  by  customers, 
it  is  difficult  to  determine  just  what  class  of  customer  is 
responsible  for  certain  costs.  Generally  speaking,  those  who 
cause  costs  to  be  incurred  should  be  required  to  pay  at  least 
that  share  of  the  revenue  requirement. 


COST  TO 
PROVIDE 
SERVICE 

r 


In  a rate  case,  the  allocation  of  costs  among  the 
various  classes  of  service  is  usually  the  source  of  many  con- 
tested issues  between  and  among  the  parties.  The  Commission's 
goal  is  to  design  rates  which  reflect  a proper  allocation  of 
costs.  But,  the  various  parties  to  the  rate  case  may  advocate 
different  ways  of  achieving  this  goal.  Usually,  residential 
consumers  are  at  odds  with  other  classes  of  customers  who  also 
want  to  pay  as  little  as  possible.  No  classification  of  customer 
wants  to  pay  more  than  its  fair  share  of  the  cost  to  provide  the 
service.  Cost  of  service  studies  are  normally  included  in  the 
evidence  submitted  during  a rate  case.  They  are  used  as  a guide 
by  the  parties  and  ultimately  by  the  Commission  to  allocate  the 
revenue  requirement  among  the  classes  of  customers. 
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CHAPTER  4 


CONSUMER  PARTICIPATION  IN  A RATE  CASE 


Do  you  know  when  your  electric  or  natural  gas  company 
last  requested  a change  in  rates? 

Do  you  remember  what  the  company  requested  and  how  much 
the  company  received? 

Do  you  remember  reading  about  any  special  issues  that 
were  part  of  the  rate  case? 

Do  you  know  how  to  go  about  obtaining  more  information 
on  a utility's  pending  rate  increase? 

You  have  probably  read  about  utility  rate  filings  in 
the  newspaper  or  through  other  media  channels.  You  may,  however, 
have  a need  for  further  information  about  the  filing  or  about 
your  options  for  participating  in  a rate  case  proceeding. 

As  mentioned  in  Chapter  1,  utilities  are  required  to 
notify  ratepayers  of  their  intention  to  seek  a change  in  rates. 
Notice  is  given  to  each  individual  customer  by  either  bill  insert 
or  special  mailing.  The  notice  is  important  because  it  gives  you 
an  indication  of: 

^the  total  amount  of  the  request 

^the  percentage  of  increase  to  a company's  annual 
revenues . 

^the  percentage  of  increase  your  bill  might  be 
expected  to  change 

the  right  to  file  a formal  complaint  with  the  PUC 
regarding  the  rate  increase. 

This  notification  presents  a very  brief  overview  of  the 
request.  But  again,  you  may  wish  to  obtain  further  information 
other  than  this  general  picture.  Depending  upon  what  you  learn, 
your  decision  to  become  a participant  may  in  some  way  be  affected. 
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Therefore,  it  is  important  to  know  who  to  contact,  what  infor- 
mation to  request,  how  it  should  be  presented,  and  other  types  of 
information . 


"/  keep  six  honest  sennng  menKThey  taught  me  all  I knewl  '.ITheir  names  are  What  and  Why  and  Whentand  How  and  Where  and  Who.  Kipling 


SOURCES  OF  INFORMATION 

A.  UTILITY  COMPANY 

If  your  main  reason  for  inquiring  into  the  rate  in- 
crease is  to  learn  more  specific  details  on  how  the  filing,  if 
granted,  would  affect  your  monthly  bill,  you  should  contact  the 
utility  company.  Only  general  estimates  of  the  filing's  impact 
on  an  average  user  are  given  in  the  notification  to  you.  By 
contacting  the  utility,  you  could  discuss  your  particular  usage 
and  how  your  monthly  bill  specifically  would  be  affected  by  the 
proposed  rates. 

But,  you  may  want  to  know  more  about  the  request  of  the 
utility  company.  Although  you  may  not  wish  to  wade  through 
thousands  of  pages  of  reading,  there  are  some  "short  cut"  methods 
for  obtaining  information  which  may  be  useful  to  you. 


32 


B.  OFFICE  OF  CONSUMER  ADVOCATE 


Consumers  can  contact  the  Office  of  Consumer  Advocate 
(OCA).  If  the  filing  by  the  utility  is  a major  request  or  in- 
volves important  issues,  it  is  highly  likely  that  OCA  will  be  a 
participant  in  the  proceeding.  If  so,  an  attorney  from  OCA  will 
be  assigned  to  the  case  and  will  review  the  filing  to  determine 
what  positions  OCA  will  "advocate"  in  the  proceeding.  OCA  may  be 
able  to  inform  you  of  some  of  the  major  issues  which  are  involved 
in  that  particular  filing.  You  can  write  or  call  the  Office  of 
Consumer  Advocate  at: 

Office  of  Consumer  Advocate 

1425  Strawberry  Square 
Harrisburg,  PA  17120 
(717)  783-5048 


C.  PUBLIC  UTILITY  COMMISSION 

Another  major  source  of  information  about  the  rate 
filing  is  the  PUC . Overall,  there  are  three  different  sources  of 
information  that  the  P'JC  has  on  file  which  may  be  useful  to  you. 
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PUC  SOURCES  OE  INFORMATIOH 


The  Supportive  Data  Filed  With  the  Proposed  Rate 

Increase . This  is  the  most  fruitful  information 
in  any  rate  case,  and  is  available  for  public 
inspection.  Because  the  Commission's  filing 
requirements  provide  that  a great  deal  of  infor- 
mation be  supplied  in  support  of  the  request  for 
higher  rates,  you  may  find  just  what  you  are 
looking  for. 


For  example,  utilities  usually  file  an  Executive 
Summary,  which  presents  an  overview  (only  about 
10-25  pages  in  length)  of  the  rate  request.  This 
document  lays  out  in  broad  terms  the  major  driving 
forces  which  the  company  claims  are  its  reasons 
for  needing  an  increase  in  revenues . 

Annual  Reports  and  Tariffs.  Every  utility  is 
required  to  annually  file  a detailed  report  on  its 
financial  condition.  Also,  a company's  tariff-- 
its  description  of  all  rates  charged  to  the  public 
and  its  terms  of  service--is  on  file  with  the 
Commission.  Tariffs  and  annual  reports  are  avail- 
able for  public  inspection  at  the  PUC  during 
regular  business  hours  (8:00  a.m.  to  4:30  p.m.). 
The  information  will  probably  not  be  directly 
pertinent  to  the  rate  filing,  but  may  be  useful  as 
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background  information.  More  information  about 
these  items  of  interest  can  be  obtained  from: 


Tariff  and  Annual  Report  Section 

Bureau  of  Rates 
Public  Utility  Commiss 


North  Office  Building 
Harrisburg,  PA  17120 
(717)  783-3600 


Files  on  Rate  Cases.  The  Commission,  since  its 
inception,  has  maintained  files  on  all  formal 
proceedings  before  it,  such  as  rate  increase 
filings.  These  files  are  divided  into  folders , 
and  each  folder  is  labeled  with  the  docket  number 
of  the  case.  The  docket  number  is  a reference 
point  for  directing  all  questions,  submitting 
information,  and  filing  away  materials.  (See 
Appendix  E for  the  essentials  of  the  PUC  docketing 
system. ) 

The  PUC  files  are  organized  into  a system 
which  you  will  need  to  know  about  if  you  plan  to 
gain  access  to  various  rate  case  documents.  The 
system  includes: 

a)  A Testimony  Folder  - containing  all 
hearing  transcripts,  exhibits,  interrogatories, 
and  responses  to  interrogatories. 
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b)  A Document  Folder  - containing  briefs 
filed  by  all  parties,  the  Administrative  Law 
Judge's  Recommended  Decision,  and  exceptions  filed 
by  parties  to  the  case.  Ultimately,  the  Commis- 
sion's final  order  would  also  be  included,  as  well 
as  any  petitions  or  appeals  relating  to  the  final 
order . 


c)  A Report  Folder  - containing  staff 
reports,  investigative  materials  and  other  confi- 
dential materials.  Because  of  the  nature  of  the 
material  contained  in  this  file,  it  is  not  avail- 
able for  public  inspection  without  the  approval  of 
the  Commission. 


The  information  in  the  Testimony  Folder  and  Document 
Folder  is  available  for  public  inspection  in  the  Commission's 
File  Room  (basement  level  of  the  North  Office  Building,  Harris- 
burg) during  normal  business  hours.  For  a fee,  documents  can 
also  be  copied. 

If  you  are  serious  about  intervening  in  a rate  case  and 
are  not  represented  (or  your  organization  is  not  represented)  by 
an  attorney,  you  may  wish  to  examine  materials  (briefs,  etc.) 
from  a previous  rate  case  similar  to  the  pending  rate  case.  You 
may  also  wish  to  examine  a rate  proceeding  in  the  recent  past 
with  the  same  utility  that  is  the  subject  of  your  investigation. 
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This  will  help  to  familiarize  you  with  certain  issues  and  pre- 
vious actions  of  the  PUC . 


More  information  on  files  for  rate  cases  can  be  obtained 


Secretary's  Bureau 
Public  Utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 
(717)  787-4095 


OPTIONS  FOR  CONSUMER  PARTICIPATION 

Consumers  may  participate  in  a rate  case  in  several 
different  ways.  Each  involves  a different  level  of  participation. 
None  requires  that  you  be  an  attorney,  hire  an  attorney,  or  be  an 
expert  in  all  areas  pertinent  to  the  rate  filing. 


Basically,  there  are  at  least  3 ways  to  object  to  a 
rate  filing. 


1.  Write  a Letter  to  the  PUC. 

2.  Testify  at  a Public  Input 
Hearing . 

3.  File  a Formal  Complaint. 


1 . WRITE  A LETTER 

The  first  option  available,  and  the  simplest,  is  to 
write  a letter  to  the  PUC.  If  your  basic  purpose  is  to  inform 
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the  Commission  of  your  objections  to  a rate  increase  and/or  your 
interest  in  appearing  as  a witness  in  any  hearings  that  may  be 
held,  you  need  not  file  a formal  complaint.  A letter  from  you 
will  be  considered  by  the  Commission  as  an  informal  complaint  and 
as  an  objection  to  the  rate  increase. 


Sometimes,  consumers  who  do  send  letters  to  the  PUC 
provide  information  that  can  be  used  in  an  investigation  of  the 
rate  filing.  Such  letters  often  inform  the  Commission  of  prob- 
lems--service  problems,  customer  treatment  problems,  management 
of  the  company  problems--leading  to  investigations  and  staff 
questioning  in  rate  cases.  Therefore,  letters  are  important  and 
should  be  considered  by  you  as  one  possible  way  to  communicate 
your  views  and  other  specific  information  to  the  PUC. 


Send  your  letter  to: 


Secretary 

Public  Utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 


You  may  also  send  a copy  of  your  letter  to  each  PUC  Commissioner. 
The  names  of  the  PUC  Commissioners  can  be  found  in  Appendix  A, 
Telephone  Directory  of  the  PUC. 
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PUBLIC  INPUT  HEARINGS 


2 . 


Another  way  for  consumers  to  participate  in  rate  cases 
is  through  public  input  hearings.  Public  input  hearings  provide 
an  opportunity  for  consumers  to  present  views  in  person  about  the 
rate  request  and  to  question  company  representatives  about  the 
filing.  Commission  regulations  "urge"  companies  to  have  officials 
present,  but  there  is  no  requirement  that  they  submit  to  cross- 
examination. 

These  meetings  are  held  where  there  is  substantial 
public  interest  in  the  utility's  filing  with  the  PUC . They  are 
usually  held  in  the  evening  and  always  in  the  territory  of  the 
utility  company  in  question.  There  may  be  several  public  input 
hearings  throughout  the  territory  to  accommodate  the  needs  of  as 
many  ratepayers  as  possible. 


Consumers  can  give  sworn  or  unsworn  (affirmed  or  un- 
affirmed) statements  at  the  public  input  hearings.  Sworn  testi- 
mony simply  means  that  you  agree  to  be  sworn  in;  that  you  may  be 
subject  to  cross-examination;  and  that  your  statements  are  tran- 
scribed by  the  court  reporter.  If  you  do  not  agree  to  be  sworn 
in,  then  information  you  provide  may  not  be  a part  of  the  record. 
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Evidence  not  "on  the  record"  cannot  be  considered  by  the  PUC  in 
making  a decision  about  the  rate  filing.  If,  on  the  other  hand, 
you  are  sworn  in,  the  statements  can  be  used  as  evidence. 

A PUC  regulation  about  public  input  hearings  states: 

On  the  record  testimony,  to  the  extent  it  is 
relevant,  material  and  competent,  shall  be  con- 
sidered as  evidence  by  the  presiding  officer  and 
the  Commission,  subject  to  the  customary  rules  of 
procedure  and  evidence. 

HOW  TO  TESTIFY 

If  you  do  present  statements  at  the  public  input  hear- 
ings, it  is  best  to  follow  these  recommendations: 

Your  testimony  should  be  as  specific  as  possible 

Become  as  familiar  with  the  rate  case  as 
possible  (how  much  the  increase  is,  what 
percentage  of  an  increase  for  various  classes 
of  customers,  etc.). 

Consider  asking  specific  questions  about  the  rate 
increase  to  company  officials,  if  they  are  present 
at  the  hearings.  Also,  state  any  questions  you 
believe  the  PUC  should  review  and  obtain  answers 
to  regarding  the  rate  case.  Questions  may  be  more 
effective  than  statements. 

Be  sworn  in.  Your  testimony  cannot  be  used  if  you 
are  not  sworn  (you  may  affirm,  rather  than  swear 
to,  your  testimony). 

If  you  have  other  problems  with  the  utility  (service, 
safety,  billing,  etc.)  identify  the  problem  to  the 
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utility  and  a PUC  Consumer  Services  Representative 

who  will  be  present  at  the  hearing.  It  is  an 
excellent  opportunity  to  talk  to  a utility  officer 
and  the  PUC. 

3.  FILE  A FORMAL  COMPLAINT 

A third  way  to  participate  in  a rate  case  is  to  file  a 
formal  complaint.  A formal  complaint  is  by  far  the  most  extensive 
form  of  participation.  It  means  that  you  will  be  able  to  present 
evidence  or  a position  to  an  Administrative  Law  Judge;  you  will 
be  able  to  cross-examine  witnesses;  and  you  may  be  subject  to 
cross-examination.  It  means  that,  if  the  rate  case  is  suspended, 
you  will  become  a party  to  any  hearings  held.  If  the  Commission 
adopts  an  Option  Order  instead,  your  formal  complaint  may  still 
proceed  to  a hearing  before  an  ALJ  if  you  are  not  satisfied  with 
the  result.  Even  if  the  case  is  settled  at  some  point  during  the 
course  of  the  hearings,  you  are  entitled  to  proceed  with  your 
complaint  if  you  do  not  wish  to  join  in  the  settlement. 


There  are  several  points  to  bear  in  mind  if  you  are 
goina  to  file  a formal  complaint. 


Fill  out  and  return  the  PUC ' s complaint  form  and 
affidavit  as  soon  as  possible.  It  is  best  to  do 
so  after  the  utility  files  its  rate  request,  and 
no  later  than  60  days  from  the  date  you  receive 
individual  notice  by  the  utility  of  its  intention 
to  increase  rates.  A s amp 1 e formal  complaint  form 
is  contained  in  Appendix  G.  Forms  can  be  obtained 
from  the  Secretary's  Bureau  of  the  PUC.  Follow 
the  instruction  sheet  carefully. 


(CS^Be 

prepared  to  attend  hearings  that  may  be  held. 

All  parties  are  required  to  be  represented  at 
hearings  held  on  formal  complaints.  This  means 
that  if  you  file  a formal  complaint,  you  should  be 
prepared  to  attend  or  have  an  attorney  appear  on 
your  behalf.  (Individuals  may  appear  on  their  own 
behalf-YOU  MAY  REPRESENT  YOURSELF  - but  corporations, 
associations,  partnerships,  similar  organizations, 
and  all  persons  who  are  not  representing  themselves 
must  be  represented  by  attorneys  at  law. ) 


You  should  attend  the  prehearing  conference  to 
make  sure  your  name  will  be  put  on  a list  to 
receive  all  correspondence  that  occurs  during  the 
hearings.  Although  it  is  not  necessary  to  attend 
all  hearings  (some  may  relate  to  issues  not  of 
concern  to  your  complaint)  you  must  attend  and 
present  your  testimony  on  the  day  scheduled  for 
this  to  occur.  Otherwise,  it  is  possible  that 
your  complaint  will  be  dismissed. 


PRESENT 
yOUR  CASE 


flHAL  TIPS 


6ATHBR  FACTS 


DOCUMENT  FINDINGS 


STAY  INFORMED 


RESEARCH  ISSUES 


Gather  all  the  information  that  you  can  before 
filling  out  the  form  and  preparing  your  case.  If 
possible,  cite  any  relevant  sections  of  the  Public 
Utility  Code  (see  Appendix  D for  information  on 
the  Code).  Stay  abreast  of  other  parties'  posi- 
tions as  the  rate  case  progresses.  You  may  uncover 
more  information  useful  to  your  complaint  if  you 
do  so.  Research  former  decisions  or  rulings  by 
the-,  courts  which  favor  your  point  of  view. 
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SUMMARY 


Having  read  this  handbook,  you  may  now  feel  that  you 
are  able  to  contribute  to  the  ratemaking  process.  You  may  par- 
ticipate in  the  ratemaking  process  in  several  different  ways. 

You  may  send  a letter  to  the  PUC  as  a protest  or  as  an 
informal  complaint  about  a particular  rate  filing.  If  prior  to 
sending  your  letter,  you  have  already  investigated  the  nature  of 
the  filing  of  the  utility  company,  your  comments  should  address 
specific  issues.  In  this  way,  they  may  be  more  helpful  to  the 
Commission  than  generalized  statements.  Should  your  letter 
contain  information  that  may  be  useful  to  the  PUC  Trial  Staff, 
you  may  be  contacted.  But  even  if  you  are  not  contacted,  your 
letter  will  be  read  by  the  staff  of  the  PUC  and  considered  as  an 
objection  or  protest  to  the  filing. 

You  may  also  attend  a public  input  hearing  where,  if 
you  are  sworn  in,  your  statements  become  a part  of  the  official 
record.  Even  if  you  are  not  sworn  in,  your  comments  may  still 
get  into  the  official  record.  This  can  happen  through  presenta- 
tions of  the  PUC  Trial  Staff  and  Office  of  Consumer  Advocate,  who 
may  use  your  evidence  in  their  own  presentations  during  eviden- 
tiary hearings. 

By  far,  the  most  extensive  form  of  consumer  partici- 
pation is  the  formal  complaint  process.  However,  this  channel 
for  participation  carries  with  it  the  responsibility  of  pre- 
senting your  case  in  a legal  setting.  The  advantages,  however, 
are  obvious.  You  are  able  to  present  your  views  and  facts  in  the 
evidentiary  hearings  and  respond  to  the  Administrative  Law  Judge's 
Recommended  Decision.  In  this  way,  you  can  raise  specific  issues 
before  the  PUC  Commissioners. 
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Finally,  opportunity  exists  for  the  public  to  gain 
access  to  most  PUC  documents  pertinent  to  rate  cases,  such  as 
files  from  previous  rate  cases  and  many  documents  submitted  by  a 
utility  to  the  PUC  when  it  applies  for  a rate  increase.  In  this 
way,  consumers  are  able  to  gain  insight  and  understanding  into 
regulatory  matters. 

By  representing  the  public  interest  in  rate  cases-- 
residential,  commercial,  industrial,  and  sometimes  municipal 
interests--the  PUC  must  make  decisions  that  balance  conflicting 
interests  and  needs.  This  frequently  results  in  decisions  which 
may  not  completely  be  in  support  of  any  one  particular  interest 


We  hope  that  you  have  found  this  handbook  useful  and 
that  it  will  encourage  you  to  participate  in  the  process  of 
utility  ratemaking.  You  should  participate.  It's  your  PUC. 
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APPENDIX  A 


TELEPHONE  DIRECTORY 


CHAIRMAN  Number 

Taliaferro , Linda  C 787-4301 

COMMISSIONERS 

Cawley,  James  H . 783-1001 

Fischl,  Frank  787-5131 

Johnson,  Michael 783-3201 

Shane,  William 787-4507 

OPERATIONS,  BUREAU  OF 

(administrative,  policy,  and  program  management  of  PUC) 
Alford,  John 783-5331 


ADMINISTRATIVE  LAW  JUDGES,  OFFICE  OF 

(presides  over  hearings;  issues  initial  and  recommended 
decisions  on  formal  complaints  and  many  rate  cases) 

Smith,  William  (Director  and  Chief  ALJ 787-1191 

AUDITS,  BUREAU  OF 

(examines  fuel  charges  and  operating  efficiency  of  utilities) 
Dial,  John  (Director)  783-5000 

CONSERVATION,  ECONOMICS  & ENERGY  PLANNING,  BUREAU  OF 

(examines  conservation  and  long  range  energy  needs  of 
utilities ) 

Six,  Conrad  (Director) 787-2548 

CONSUMER  SERVICES,  BUREAU  OF 

(handles  service  terminations  and  informal  complaints  about 
billing,  credit,  and  payment  arrangements) 

Farrell,  Joseph  (Director) 783-5391 

Hot-Line  (terminations  only) 1-800-692-7380 

To  File  Informal  Complaints: 

Regional  Offices 

Erie  Office  814-871-4342 

Harrisburg  Office  717-783-5239 

Philadelphia  Office  215-351-2100 

Pittsburgh  Office  412-565-5038 

INTERGOVERNMENTAL  AFFAIRS,  OFFICE  OF 

(represents  PUC  on  state  and  federal  utility  legislation) 

Crowley,  Paul  (Director) 787-3256 

LAW  BUREAU 

(legal  arm  of  the  PUC) 

Hoffman,  Charles  (Director  and  Chief  Counsel)  . 787-5000 

NON-RAIL  TRANSPORTATION,  BUREAU  OF 

409  Transportation  and  Safety  Bldg.,  Harrisburg,  PA  17120 
(processes  applications,  insurance,  and  rate  filings  for 
taxis,  buses,  trucks,  etc.) 

Ernst,  Barry  (Director)  . . . 


787-2154 


TELEPHONE  DIRECTORY 


OPERATIONS,  BUREAU  OF 

(administrative,  policy,  and  program  management  of  PUC ) 
Alford,  John 783-5331 


I! 


PUBLIC  INFORMATION,  OFFICE  OF 

(issues  press  releases  on  newsworthy  items) 
Bramson,  David  (Director)  


787-5722 
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RAIL  TRANSPORTATION,  BUREAU  OF 

408  Transportation  and  Safety  Bldg.,  Harrisburg,  PA  17120 
(handles  most  railroad  matters  such  as  railroad  crossings 
and  bridges ) 

Peteritas,  Ray  (Director)  783-5941 

RATES,  BUREAU  OF 

(examines  rate  and  tariff  filings  of  utilities) 

Birx,  Donald  (Director)  787-4886 

SAFETY  AND  COMPLIANCE,  BUREAU  OF 

(investigates  safety  and  service  problems  with  motor  car- 
riers — trucks,  taxis,  buses,  etc.  — and  fixed 
utilities  — electric,  gas,  telephone,  water  and  sewer — ) 

Nicely,  Kenneth  (Director) 783-3846 

To  File  Informal  Complaints: 

District  Offices 

Altoona  Office (814)  946-7318 

Erie  Office  (814)  871-4342 

Harrisburg  Office  (717)  787-7598 

Philadelphia  Office  (215)  351-2512 

Pittsburgh  Office  (412)  565-3553 

Scranton  Office  (717)  961-4590 

SECRETARY'S  BUREAU 

(handles  PUC  correspondence,  filing  of  documents  and  records) 
Rich,  Jerry  (Director) 787-4095 

TO  FILE  FORMAL  COMPLAINTS  ON  ALL  MATTERS 

Patrick,  Janet 787-2395 

SPECIAL  ASSISTANTS,  OFFICE  OF 

(advises  the  Commission  on  regulatory  matters  and  drafts 
PUC  Orders) 

Davis,  Cheryl  Walker  (Director)  . 787-1827 


MAIN  ADDRESS  OF  PUC 


Pennsylvania  Public  Utility  Commission 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 
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PUC  REGIONAL  OFFICES 


*Serving  Area  Codes  717  and  814 


Harrisburg  Office 

P.O.  Box  3265 
Harrisburg,  PA  17120 


Bureau  of  Consumer  Services  (BCS):  Telephone:  (717)  783-5239 

Bureau  of  Safety  & Compliance  (S&C):  Telephone:  (717)  787-7598 
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*Serving  Erie  Area 
(Erie,  Crawford,  Warren 
Clarion,  Forest,  Mercer 
Venango  Counties) 


Erie  Office 
Room  201,  Erie  State 
Office  Bldg. 

919  State  Street 
Erie,  PA  16501 


Bureau  of  Consumer  Services: 

Bureau  of  Safety  & Compliance:  Telephone:  (814)  871-4342 

iggrarsg  a;  ^ 

*Serving  Area  Code  215  Philadelphia  Office 

1310  Philadelphia  State 
Office  Bldg. 

1400  W.  Spring  Garden  St. 
Philadelphia,  PA  19101 


Bureau  of  Consumer  Services: 
Bureau  of  Safety  & Compliance: 


Telephone:  (215)  351-2100 
Telephone:  (215)  351-2512 
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^Serving  Area  Code  412  Pittsburgh  Office 

1212  Pittsburgh  State 
Office  Bldg. 

300  Liberty  Avenue 
Pittsburgh,  PA  15222 


Bureau  of  Consumer  Services:  Telephone:  (412)  565-5038 

Bureau  of  Safety  & Compliance:  Telephone:  (412)  565-3553 


^Serving  Scranton  Area 


Scranton  Office 
104  State  Office  Bldg. 
100  Lackawanna  Ave. 
Scranton,  PA  18503 


Bureau  of  Safety  & Compliance:  Telephone:  (717)  961-4590 
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^Serving  Altoona  Area 


Altoona  Office 
Altoona  State  Office  Bldg. 
1101  Green  Ave.,  Room  138 
Altoona,  PA  16601 


Bureau  of  Safety  & Compliance: 


Telephone:  (814)  946-7318 


appendix  c 


CONSUMER  REFERRAL  GUIDE 


WHO  TO  CALL 


WHERE  TO  WRITE 


AS  A GENERAL  RULE 


ICSF^Fi^st,  contact  the  company  regarding  your  complaint  or 
problem. 

iC^  Document  your  complaint  in  writing,  and  supply  copies  of 
letters,  receipts,  bills,  etc.  Ask  for  a written  reply. 

Give  the  company  an  opportunity  to  resolve  the  problem. 

If  this  does  not  work,  consider  other  alternatives  to  resolve 
your  complaint.  This  might  include: 

* contacting  a government  agency  having  jurisdiction  over 

your  complaint.  (See  the  following  listing  for 
assistance ) . 

* if  no  government  agency  has  jurisdiction,  you  may 

consider  initiating  a private  civil  action  or  taking 
the  matter  before  the  courts.  To  do  so,  you  should  be 
familiar  with  certain  rules  and  procedures.  If  neces- 
sary, you  may  want  to  contact  a lawyer  for  assistance. 

* Finally,  there  may  be  public  interest  groups  or  local 

or  state  consumer  groups  who  can  help  you.  Contact  the 
Office  of  Consumer  Advocate  for  further  information. 

(See  #5  below. ) 
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CONSUMER  REFERRAL  GUIDE 

CCST'  1 . AIRLINES 

(airfares  and  routes) 

U.S.  Department  of  Transportation 

Office  of  Assistant  for  Policy  & 

International  Affairs 
400  7th  Street,  S.W. 

Washington,  D.C.  20590 
(202)  426-4341 

Explanation:  A federal  regulatory  agency  that  handles 

interstate  and  intrastate  complaints  on  air  travel, 
such  as  baggage,  overbooking,  and  other  consumer  pro- 
tection rules. 

(air  safety) 

Federal  Aviation  Administration  ( FAA ) 

U.S.  Department  of  Transportation 
Washington,  D.C.  20591 
(202)  426-1960 

Explanation:  A federal  regulatory  agency  that  handles 

complaints  on  air  safety,  both  interstate  and  intra- 
state . 

2.  ALTERNATE  ENERGY  SOURCES  (NON-PUC  REGULATED) 

(fuel  oil,  solar,  coal,  propane  gas,  kerosene,  etc.) 

Vendor  or  Place  of  Purchase 

Pennsylvania  Bureau  of  Consumer  Protection 

Office  of  Attorney  General 
Strawberry  Square  - 14th  Floor 
Harrisburg,  PA  17120 
(717)  787-9707 

Explanation:  A state  mediation,  investigation  and 

enforcement  agency  handling  consumer  complaints  about 
I seller/business  practices  (advertising,  warranties, 

billing,  etc . ) . 

3.  CABLE  T.V.,  T.V.  AND  RADIO 

T.V.  or  Radio  Station 

Local  government  body  granting  franchise  to  cable  company 

Federal  Communications  Commission  (FCC) 

Consumer  Assistance  and  Small  Business  Office 
1919  M Street,  N.W.  Room  252 
Washington,  D.C.  20554 
(202)  632-7000 


CONSUMER  REFERRAL  GUIDE 


Explanation : A federal  regulatory  agency  which  licenses 

broadcasting  and  television  stations. 

CC5F  4.  COOPERATIVES 

(13  rural  electric  cooperatives  in  Pennsylvania  serve  ap- 
proximately 161,000  customers.  They  are  owned  by  the  cus- 
tomers they  serve  and  are  not  regulated  by  any  state 
government  agency.  Each  company  sets  its  own  policies  and 
rates . ) 

Cooperative  (customer  service  department) 

Pennsylvania  Rural  Electric  Association  (PREA) 

212  Locust  Street 
Harrisburg,  PA 
(717)  233-5704 

Explanation:  PREA  is  not  a regulatory  agency  and  will 

not  handle  complaints.  But  you  may  wish  to  notify  PREA 
of  your  complaint. 

Courts 

CC5F  5.  CONSUMER  REPRESENTATION  ON  UTILITY  MATTERS 

Office  of  Consumer  Advocate  ( OCA ) 

1425  Strawberry  Square 
Harrisburg,  PA  17120 
(717)  783-5048 

Explanation:  A state  government  agency  with  juris- 

diction to  represent  the  interests  of  consumers  before 
the  PUC  and  any  court  or  corresponding  U.S.  regulatory 
agency.  OCA  has  a staff  of  lawyers  to  represent  con- 
sumer interests  in  rate  and  other  utility  cases, 
including  service  complaints. 

Pennsylvania  Utility  Law  Project  (PULP) 

213A  North  Front  Street 
Harrisburg,  PA  17101 
(717)  232-0581 

Explanation:  A Pennsylvania  law  office  supported  by 

state  and  federal  funds  to  represent  low-income  con- 
sumers in  utility  rate  proceedings,  formal  complaints 
about  terminations  and  other  service-related  matters. 

local  or  state  public  interest  and  consumer  groups. 

Contact  the  Office  of  Consumer  Advocate  which  may  help 
identify  a group  in  your  area  that  can  assist  you. 
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CCSr  6.  ENERGY  FINANCIAL  ASSISTANCE 

County  Public  Assistance  Office. 

Explanation:  Each  County  Public  Assistance  Office 

administers  the  federally  funded  Low  Income  Home  Energy 
Assistance  Program.  (LIHEAP).  Eligibility  criteria 
apply. 

local  community  crisis  fund  programs  (church,  civic,  etc 

utility  company.  (Some,  but  not  all,  utilities  have  in- 

house  crisis  fund  programs  to  assist  consumers 
who  may  qualify  for  financial  help.) 


7.  ENERGY  INFORMATION  AND  PROGRAMS 

Governor's  Energy  Council  (GEC) 

P.O.  Box  8010 
1625  W.  Front  Street 
Harrisburg,  PA  17105 
(717)  783-9981 

Explanation:  A state  agency  providing  energy  informa- 

tion to  the  public  and  administering  special  programs 
(such  as  grants  to  schools)  to  assist  in  conservation 
efforts . 

8.  INTERSTATE  TRANSACTIONS 

Electric  and  Natural  Gas 


Federal  Energy  Regulatory  Commission  ( FERC ) 

825  North  Capitol  Street,  N.E. 

Room  9200 

Washington,  D.C.  20426 
(202)  357-8392 

Explanation:  A federal  regulatory  agency  that  sets 

rates  for  interstate  prices,  as  well  as  wholesale 
intrastate  prices . 

Movers 


Interstate  Commerce  Commission  (ICC) 

Office  of  Compliance  and  Consumer  Assistance 
Washington,  D.C.  20423 
(202)  275-7148 
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Explanation:  A federal  regulatory  agency  that  takes 

complaints  on  movers  between  states. 

Telecommunications  (telephone) 

Federal  Communications  Commission  (FCC) 

Consumer  Assistance  of  Small  Business  Office 
1919  M Street,  N.W. 

Room  252 

Washington,  D.C.  20554 
(202)  632-7000 

Explanation:  A federal  regulatory  agency  that  regu- 

lates interstate  long  distance  calling  and  other  inter- 
state aspects  of  telephone  service. 

9.  MONEY  DAMAGES 

(personal  or  property  damages  caused  by  utility  company). 

local  District  Magistrate  or  District  Justice 

Explanation:  A small  claims  court  where  consumers  may 

sue  for  amounts  under  $4,000.  Refer  to  the  yellow 
pages  in  the  telephone  directory  under  'District  Magis- 
trate' or  'District  Justice'. 

Court  of  Common  Pleas 


Explanation:  A county  court  for  civil  (and  other) 

claims . 

CCSr  10.  MUNICIPAL  UTILITIES  AND  AUTHORITIES 

The  PUC  sets  rates  and  service  standards  beyond  the  cor- 
porate limits  of  the  municipality.  Otherwise,  contact: 

municipal  government  or  authority 

Pennsylvania  Municipal  Authorities  Association  (PMAA) 

2941  N.  Front  Street 
Harrisburg,  PA  17110 
(717)  233-7696 

Explanation:  Not  a regulatory  agency.  PMAA  will  not 

handle  complaints.  But  you  may  wish  to  notify  PMAA  of 
your  complaint. 


— Courts 
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CC5F  11.  NUCLEAR  AND  RELATED  ISSUES 

Nuclear  Regulatory  Commission  (NRC) 

Office  of  Public  Affairs 
Washington,  D.C.  20555 
(301)  492-7715 


Explanation:  A federal  regulatory  body  which  oversees 

safety,  licensing  and  other  facets  of  nuclear  power 
plants . 

CC^  12.  WATER/AIR  AND  ENVIRONMENTAL  MATTERS 


PA  Dept,  of  Environmental  Resources  (DER) 

Fulton  Bldg. 

P.O.  Box  2063 
Harrisburg,  PA  17120 
(717)  787-2657 


Explanation:  A state  agency  that  regulates  water  and 
air  quality,  hazardous  waste  and  other  environmental 
matters . 


This  is  not  a complete  listing.  There  may  be  other  com- 
plaint areas  not  listed  here.  Additionally,  there  may  be 
other  sources  of  assistance  under  the  complaint  areas.  We 
have  attempted  to  make  this  Guide  useful  but  not  lengthy. 
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LAWS  GOVERNING  THE  PUC 

I . The  Public  Utility  Code 

The  Public  Utility  Commission  is  guided  by  numerous 
laws  in  performing  its  duties  and  in  setting  utility  rates.  The 
main  body  of  law  is  called  the  Public  Utility  Code,  which  con- 
sists of  a "codification”  of  numerous  laws  enacted  over  the 
years.  The  Public  Utility  Code  is  frequently  referred  to  as 
Title  66  of  the  Pennsylvania  Consolidated  Statutes.  It  can  be 
found  in  County  Law  Libraries. 

If  you  read  sections  of  the  Code,  you  may  find  this 
helpful  in  bringing  a more  complete  understanding  of  the  PUC. 
The  Public  Utility  Code  spells  out  the  powers  of  the  PUC,  along 
with  its  duties , practices , and  procedures . It  also  contains 
sections  dealing  with  the  setting  of  rates,  the  granting  of 
public  utility  certificates  of  public  convenience,  and  other 
subj  ects . 


You  will  find  that  the  Code  is  divided  into  chapters, 
relating  to  specific  subjects.  Some  chapters  of  the  Code  which 
may  be  of  interest  to  consumers  are: 

Chapter  5 - Powers  and  Duties  of  the  PUC 

Chapter  7 - Procedures  on  Complaints 

Chapter  13  - Rates  and  Rate  Making 
Chapter  15  - Service  and  Facilities 

I I . Title  52  of  the  Pennsylvania  Code 

Although  the  Public  Utility  Code  is  the  main  body  or 
"touchstone"  of  public  utility  law,  the  PUC  is  also  guided  by 
its  own  regulations.  Title  52  describes  special  rules  and 
procedures  that  apply  to  the  PUC,  public  utility  companies  and 
the  public.  It  contains  rules  and  requirements  pertaining  to 
the  filing  of  briefs,  petitions,  and  other  legal  documents,  for 
example.  Title  52  also  contains  a special  set  of  regulations 
(Chapter  56)  related  to  billing,  deposits,  and  terminations  of 
service  which  electric,  natural  gas,  water  and  sewage  companies 
must  comply  with.  Many  other  items  of  interest  are  contained  in 
Title  52.  Again,  County  Law  Libraries  have  a copy  of  these 
regulations . 

Regulations  of  the  Commission  are  constantly  changing. 
Revised  or  new  regulations  must  be  printed  in  the  Pennsylvania 
Bulletin  prior  to  becoming  effective.  The  public  does  have  an 
opportunity  to  comment  on  the  PUC  proposed  regulations  when 
these  are  printed  in  the  Pennsylvania  Bulletin.  The  Bulletin  is 
available  in  the  state  library,  law  libraries  and  many  county 
libraries . 
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PUC  DOCKETING  SYSTEM 


Letter 

Designation Type  Docket Digit  Position  12345678901234567 

A Application  (&  Formal  Complaint  against A-00100375F002AAB 

Certificated  Non-Rail  Transportation) A-00100375C811 

B Appeal  B-820123 

C Formal  Complaint  against  Tariff  Filing  R-820123C001 

C Formal  Complaint  - Other  C-820123 

D Audits  D-82M012 

E Petitions  requesting  Exemptions  to  l.D.'s E-82099001 

F Formal  Service  Complaint  F-8223487 

G Affiliated  Interest  Agreements  G-820123 

I Investigation  Docket  1-820123 

L Proposed  Rule  Making  Docket  & Special  Orders  ....  L-820123 

M Miscellaneous  Docket  M-820123 

P Petition  P-820123 

R Rate  Investigation  Docket R-820123 

S Securities  Certificate  S-820123 

T Law  Bureau  Court  Cases  T-820123 

U Public  Utility  Municipal  Contracts  U-820123 

W Federal W-820123 

Z Formal  Service  Termination  Complaint  Z-8212356 


General  Rules: 

1st  Position  is  ALWAYS  a letter  designating  type  case. 

2nd  Position  is  ALWAYS  a dash  (hyphen). 

3rd  & 4th  Positions  are  ALWAYS  year  filed  except  Application  and  Complaints 
against  certified  transportation  utilities. 

5th  through  8th  Positions  are  the  sequential  number  of  the  filing  (they 
start  at  001  each  year  at  the  Secretary's  discretion). 

Folder  200  is  always  for  abandonment 
Folder  500  is  always  for  transfer  of  stock 

Note : There  are  other  rules  and  exceptions  to  this  docketing 

system  not  printed  here,  which  can  be  obtained  from  the 
Secretary's  Bureau  of  the  PUC. 


RATE  CASE  DIAGRAM  ^ ^ 
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any  PUC  ruling 
to  Commonwealth  Court 
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FORMAL  COMPLAINT  FORM 

For  Commission  Use  Only: 

COMPLAINT  DOCKET  NO REF.  # UTILITY  CODE 

VS. 

PLEASE  PRINT: 

1.  YOUR  NAME,  ADDRESS  AND  TELEPHONE  NUMBER. 


Name 


Harry  D. 


Ratepayer 


Street  . 
City  — 
County 


123  Elm  Street 


Someplace 

McKean 


_ _ 

State  _JPA 7ip  16700 

Home  Telephone- Area  Code  (814)  555-im 
Work  Telephone- Area  Code  (814  666-6666 


2.  COMPANY  YOU  ARE  COMPLAINING  ABOUT. 

Name  Megawatt  Electric  Company 

3.  WHAT  IS  YOUR  COMPLAINT  (DESCRIBE  PROBLEM). 

On  August  3,  1982,  Megawatt  Electric  Company  (Respondent)  filed  Supplement 

No.  93  to  Tariff-Electric  P.U.C.  No.  4,  to  become  effective  October  2,  1982. 

Said  tariff  filing  proposes  to  increase  bills  for  electric  service  to  all  of 

its  customers  by  approximately  $5.4  million.  This  increase,  if  permitted  by 

this  Commission,  would  constitute  an  increase  of  approximately  11.3%  in 

Respondent’s  annual  electric  revenues. 

An  examination  of  Supplement  No.  93  to  Tariff  Electric-Pa.  P.U.C.  No.  4 

indicates  that  each  of  the  proposed  charges,  increases  and  changes  in  rates, 

rules  and  regulations  contained  therein  are  or  may  be  unjustified,  unreasonable. 

and  in  violation  of  law,  and  will  or  may  produce  an  excessive  return.  It 

also  appears  that  the  proposed  rates,  rate  design  and  inter-class  rate 


allocation  are  or  may  be  unlawfully  discriminatory  and  (More  Space  On  Back) 


For  Commission  Use  Oniy: 

DATE  FILED  / / 

MONITOR 

BUREAU 

APPFNDTX  G 

are  or  may  be  in  violation  ot  Chapter  13  of  the  Public  I’t  1 Li  ty  Code , 

66  Pa.  C.S.  §1301  et  seq. 

This  proposed  increase  in  rates  will  have  a harshly  negative  economic 

impact  upon  me  and  other  customers  of  Respondent.  Furthermore,  approval  of 
Respondent’s  base  rate  increase  request  as  filed  will  result  in  an  unjustifiably 
large  portion  of  this  rate  increase  being  placed  on  me  as  a residential 

customer  of  Respondent.  Therefore,  the  proposed  Supplement  will  unjustly, 
unlawfully  and  dlscriminatorily  alter  the  rates,  rules  and  regulations 

pursuant  to  which  I presently  receive  electric  utility  service  from  Respondent . 


(If  You  Need  More  Space  Attach  Paper) 

4.  WHAT  DO  YOU  WANT  US  TO  DO? 

I request  that  the  Commisison  suspend  the  proposed  tariff  Supplement  No.  93 ; 

investigate;,  hold  full  evidentiary  hearings;  and,  subsequent  thereto,  deny 

any  revisions,  increases,  and  charges  which  are  not  or  cannot  be  fully 

justified  by  the  respondent  utility.  Megawatt  Electric  Company. 


(If  You  Need  More  Space  Atuch  Paper) 


YOU  MUST  SIGN  HERE 


PUT  TODAY’S  DATE  HERE 


August  5,  1982 


Todty’s  0«ta 


YOU  DO  NOT  NEED  A LAWYER  If  you  DO  have  a lawyer  PLEASE  PRINT  the  lawyer’s  name,  address 

and  telephone  number  below. 

Lawyer’s  Name 

Street  

City  State Zip 

Telephone  Number-Area  Code  ( ) 
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AFFIDAVIT 


THIS  MUST  BE  COMPLETED  BY  NOTAR  Y PUBLIC 

AFFIDAVIT  (Natural  Person) 

COMMONWEALTH  OF  PENNSYLVANIA  1 

( 

County  \ 

, being  duly  sworn  (affirmed)  according  to  law,  deposes 

and  says  that  the  facts  above  set  forth  are  true  and  correct;  or  are  true  and  correct  to  the  best  of  his  knowledge, 
information  and  belief  and  he  expects  to  be  able  to  prove  the  same  at  the  hearing  hereof 

Signature  of  AlTiant 

Sworn  and  subscribed  before  me  this  

day  of  19 

My  Commission  Expires  

Signaiuft  of  OITicial  Admmiiienni  Oath 

AFFIDAVIT  (Corporation) 

COMMONWEALTH  OF  PENNSYLVANIA 
County 

, being  duly  sworn  (affirmed)  according  to  law,  desposes 

and  says  that  he  is of  

(OfTtce  of  AfTitni) 

, that  he  is  authorized  to  and  does  make  this  affidavit 

(Name  of  Corporation) 

for  It;  and  that  the  facts  above  set  forth  are  true  and  correct;  or  are  true  and  correct  to  the  best  of  his  knowledge, 

information  and  belief  and  he  expects  the  said 

to  be  able  to  prove  the  same  at  the  hearing  hereof 

(Name  of  Corpotauon) 


Signaiure  of  AlTunt 

Sworn  and  subscribed  before  me  ihis 

day  of  19 

My  Commission  Expires 


ii^naiure  of  OfTiciil  AOmintstenni  Oath 
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HOW  TO  FILL  OUT  THE 
FORMAL  COMPLAINT  FORM 


1.  Complaining  Party.  Wrica  your  name,  address  and  telephone  number. 

If  ocher  parties  are  joining  you,  write  your  name  followed  by  "et  al.". 

On  an  additional  sheet  of  paper  headed  with  your  name  followed  by  "et 
al.”,  supply  Che  names,  addresses,  and  signatures  of  other  complaining 
parties. 

2.  Company  vou  are  complaining  about.  Fill  in  the  name  of  the  utility. 

If  you  are  not  sure  of  the  name,  please  check  with  the  Secretary  of  the 
Commission  or  with  the  Commission  office  nearest  to  you. 

3.  Under  paragraph  3 of  the  form,  state  your  complaint.  Provide  as  much 
information  as  you  can,  particularly  dates,  times  and  places  of  any 
problems  which  have  caused  your  complaint.  Try  to  be  specific  in  des- 
cribing the  problem.  If  you  know  the  specific  section  of  the  law  or 
particular  regulations  or  order  of  the  Commission  involved,  please 
state  it. 

4.  Under  paragraph  4,  state  what  vou  want  the  Commission  to  do.  Again,  try 
to  be  specific.  In  completing  this  part  of  the  form,  please  remember  that 
the  Commission's  powers  are  limited  as  to  the  -ypes  of  remedies  which  it 
may  order;  please  read  the  instructions  on  money  damages. 

5.  Lawyer  for  complaining  party.  Fill  in  the  name  of  your  lawyer  if  you 
have  one.  Please  read  the  instructions  to  determine  whether  you  are 
required  to  have  an  attorney. 

6.  Sign  the  fora  and  complete  the  affidavit.  The  affidavit  must  be  signed 
in  the  presence  of  a notary  puciic  and  notarized. 

7.  Return  the  original  ccmplaint  with  the  affidavit  and  three  copies  of  each 
(Xerox  copies  are  acceptable)  to  the  Commission.  If  more  than  one  company 
or  individual  is  named,  an  extra  copy  must  be  filed  for  each  additional 
party. 

Upon  receipt  of  the  complaint  by  the  Commission, 
the  utility  or  tne  individual  will  be  sent  a copy  for 
answering  within  20  davs . Tou  will  be  further  advised 
of  all  procedures  ir.  this  case. 

If  you  have  any  questions  in  filling  out  the  formal  complaint  form,  please 
write  or  call  the  Secretary  of  t.he  Commission  at: 

Pennsylvania  Puoiic  Utility  Commission 
P.O.  Box  3265 
Harrisburg,  PA  1712C 
(717)  733-1740 
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WHAT  IS  A TARIFF? 

A utility's  tariff  spells  out  in  detail  the  prices  or 
charges  for  every  facet  of  the  company's  business  in  performing 
its  service(s)  to  the  public.  It  is  something  like  a contract 
that  states  how  much  you  pay  for  the  services  requested  by  you. 

A tariff  includes  charges  to  residential,  commercial,  and  indus- 
trial classes  of  customers.  These  rates  have  been  approved  by 
the  PUC.  A company  may  not  charge  more  or  less  than  that  which 
is  described  in  the  tariff. 

Besides  detailing  all  prices  for  services  which  the 
utility  renders,  tariffs  also  spell  out  in  detail  the  company's 
rate  structure.  This  refers  to  different  prices  that  are  charged 
for  varying  amounts  of  usage  or  for  usage  at  different  times  of 
the  day. 


A declining  block  rate  ("the  more  you  use,  the  less  you 
pay  per  unit" ) , with  a customer  charge  for  a residential  electric 
consumer,  might  appear  as  follows: 


Customer  Charge 
First  50  KWH  . 
Next  50  KWH.  . 
Next  900  KWH  . 
Over  1,000  KWH 


$5.00  per  month 
.0935  per  KWH 
.0762  per  KWH 
.0614  per  KWH 
.0495  per  KWH 


Another  important  aspect  of  a company's  tariff  filing 
for  consumers  is  the  section  describing  its  terms  of  service. 
Terms  of  service  refers  to  certain  rules  that  pertain  to,  for 
example,  obtaining  service  - e.g.,  the  length  or  distance  the 
utility  will  extend  its  line  or  poles  at  no  extra  cost  to  a 
customer . 


As  part  of  a complaint  you  may  have  with  a utility 
company,  you  might  contest  a utility  company's  tariff  by  showing 
that  it  is  somehow  unfair,  out  of  date  with  current  circumstances, 
or  some  other  basis  to  support  your  complaint.  You  will  need  to 
examine  the  tariff  section  applicable  to  your  complaint  if  you 
intend  to  challenge  it. 

Tariffs  are  filed  with  the  PUC  where  they  are  available 
for  public  inspection  as  well  as  at  various  business  offices  of 
the  utility.  Information  about  tariffs  can  be  obtained  from: 

Bureau  of  Rates 

Tariff  and  Annual  Report  Division 
Public  Utility  Commission 
North  Office  Building 
Harrisburg,  PA  17120 
717-783-3600 
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QUESTIONNAIRE 

Your  views,  conmients,  and  questions  regarding  "Rate  Case  Companion" 
are  welcome.  Return  questionnaire  when  completed  to: 

Public  Utility  Commission 
Consumer  Services  Bureau 
North  Office  Building 
P.O.  Box  3265 
Harrisburg,  PA  17120 


1.  What  is  your  overall  evaluation  of  this  handbook? 


2.  How  can  it  be  improved? 


3.  In  what  way  is  it  useful  or  not  useful  to  you? 


4.  What  questions  do  you  have  as  a result  of  reading  this? 


THANK  YOU  FOR  YOUR  PARTICIPATION 


Mb  ; 


This  handbook  is  intended  as  a source  of 


consumer  information  and  not  as  a iegai  guide. 
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